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1 Purpose of the App

There are a number of businesses that have a direct sales force or a number of staff
working across different locations in various parts of the country or the world. They
may be selling products face-to-face to your clients, they may be taking products
back, they may even be collecting information or making people fill up forms or they
may be servicing your customers door to door. Field force plays a vital role for any
business organization.

With these numbers of employees on the field there comes various questions like
How do we manage this huge workforce that is out there on the field and doing their
jobs? How do you tally the results with the investment or even better, try and make
changes to existing field plans?
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It is increasingly clear that there needs to be a certain sense of discipline and
streamlining of field operations. This is one of the reasons why it is important to
automate certain tasks within field sales and operations. This helps you to track your
assets remotely and contact with your workforce when required.

They may also be able to get in touch with you if it is required. Most importantly,
engineers, sales representatives and customer care executives can easily send
information, scanned receipts and other crucial information to you in a standardized
and streamlined manner. This helps in regulating your business and also bringing
some order to what is usually a very chaotic way of working.
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The benefits of the Field Force Manager can be summarized as follows:

e Add-on integrated module of Microsoft Dynamics 365 for Customer Engagement.

e A simple and easy to use solution for managing field force agents and their DCR*
(*DCR is short for Daily Call Record, it is the list of activities that a field agent has
to complete on his work day)

e An ease for field agents as they will not have to deal with routing and can make
the best out of their time.
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2 Primary functions
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Terms
Setups

DCR route map

Handling
unplanned
activities

DCR details

DCR creation
from CRM

Field agent
attendance

Offline operation

Definition

Helps in the initial
configuration of the
mobile application

Helps in planning the
activities and route of an
agent on the field

Helps in handling
unplanned meeting/visits
while on a workday

Helps in tracking the
activities/visits performed
by the agent

Helps in creation of DCR
for field agents

Helps in tracking
attendance of the field
agent.

Helps in achieving the
functionality even when
the network in the phone
is not available or it is too
weak.

Notes

Mobile application configuration and setup

FFM mobile application will prepare a route
map based on the activities assigned to the
agent on any workday.

This functionality will help to cater
unplanned activities by suggesting the
nearest field agent available nearby and
afterwards by suggesting the suitable route.
Field agent can punch in the activity/visit
performed along with details/discussions
happened with the customer/prospect. The
location of the Agent will also be logged.

This will provide the functionality of creation
of DCR for field agents from Dynamics 365.

FFM will record the total time an agent has
worked on a day. Using the detail of his
workday start and last activity punch in
information we can have the information on
how much time an agent has spent on a day.
FFM can store the important DCR relation
information locally on mobile device so that
the agent’s tasks are not hampered due to
no connectivity. In this case data is saved
offline and pushed to CRM as soon as the
user comes back online.
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Speech to text Helps in making the

conversion processes faster by
avoiding manual typing
of the unplanned
activities
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FFM also provided the feature to quickly
enter unplanned meeting without typing out
all the required details. Just speak the
information and FFM will create unplanned
activity on the go.
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3 Application process flow

FFM application flow contains below two components. How to use guidelines are
given below in section 3.1 and 3.2.

3.1 Dynamics 365 Application

1. To be able to use OA-FFM extension, user must register first. Steps to
register are as follows:
» Go to https://oalabs-ffm-common.azurewebsites.net . You will be
presented with a registration form as shown in the picture below.

Home  About  Contact

OA FFM - New User Registration
Email Address ritwik. puri@onactuate.com
First Name Ritwik
Last Name Puri
D265 Instance oaved.crm3.dynamics.com
Company Name OnActuate Consulting Inc.
Company Address 12B, DLF Cyber City, Gurgaon
Contact number +120-44445555
Country India
:] Cancel

= Fill in the required Details and press the register button. Please note
that the email address that you will mention in the registration form
must match the primary email address of the user made for you in
D365 for CE.

» |f the required details are correct. User will get a page saying their
registration was successful.

Registration Success

Dear Ritwik Puri,
As a next step, we have sent a confirnation email on you email address ritwik_puri@onactuate.com. Please click on the confirmation link recieved on your email to complete the
registration process.

® 2018 - OnActuate Consulting Inc.

= User will get an email with the link to verify their email.
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Fri 07-12-2018 18:51
M Cloud ManageServices
Verify your email

To @ Ajay Kumar

Dear Ajay kumar,

This is the comfirmation email for your registration to use our extention OA-FFM. Please click on the below link to verify your email address.
click here to verify your email

Please ignore this email if you have not registered with us.

Thanks and Regards,
OnActuate Consulting Inc.

Email: support@onactuate.com

= Click the link the verification email. User will get a verification
confirmation, like shown in the screenshot below.

Verification Successful

You are now registered succesfully. Please go to your Instance of D365 for Customer Engagement and start using OA-FFM extention. Thank you

@ 2018 - OnActuate Consulting Inc.

» Once user's email is verified, he will be assigned a 30 day trial license
to use OA-FFM extension.

2. After registration. Install the OA-FFM extension on your instance of D365
for CE.

3. Go to Sales > Extensions > Daily Call Record. This will take you to the Daily
call records view, where you can find all the active daily call records
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Dynamics 365 ~ Sales ~ | Dashboards >

Marketing Settings Field Service Resource Scheduling Training

Sales

Tools Extensions Business processes

Reports ? Daily Call Records = Lead To Opportunit...

g Alerts = Opportunity Sales Pr.
<
Calendar

4. To create new DCR, click on NEW button at the top left corner of the DCR
view page, as shown in the figure below.

Dynamics 365 v | Daily Call Records >

@ 0 DELETE | ~ <= EMAILALINK |+ o FLOW ~  [JRUNREPORT ~ [ EXCELTEMPLATES - B, EXPORTTOEXCEL ~ @ IMPORTDATA |~ Il CHARTPANE ~ ==

+ Active Daily Call Records * o
O | Name Created On Date Owner Actual Distance J- | Planned Distance Attendance Working Hours Yy O €
@]
12/10/18 10/12/2018 11:34 AM 10/12/2018 Ramandeep Singh 200.00 175.00 Present 1.03 = ?
16/10/18 10/16/2018 12:18 PM 10/16/2018 Ramandeep Singh 0.00 0.00 Present 0.00
D
June Week 4 6/22/2018 10:13 AM 6/25/2018 Ramandeep Singh 0.00 3471.00 Present 0.00
Check DCR Today 8/7/2018 2:00 PM 8/14/2018 Ramandeep Singh 0.00 0.00 Absent 0.00 I@
Week 5 6/22/2018 4:04 PM 6/23/2018 Ramandeep Singh Absent |]I]|]
Week 6 6/22/2018 4:04 PM 6/24/2018 Ramandeep Singh Absent
Week 7 6/22/2018 4:04 PM 6/24/2018 Ramandeep Singh Absent
Week & 6/22/2018 4:04 PM 6/26/2018 Ramandeep Singh Absent
Week 9 6/22/2018 4:04 PM 6/27/2018 Ramandeep Singh Absent
Week 10 6/22/2018 4:04 PM 6/28/2018 Ramandeep Singh Absent
Week 11 6/22/2018 4:04 PM 6/29/2018 Ramandeep Singh Absent
1- 47 of 47 (0 selected) All # A B CDETFGHI JKLMNOPQRSTUVWXY Z M4 Pagel P

5. Once the new DCR creation form appears, fill in the required details.
Description of the fields in the form are mentioned in the below table.
Sr. No Field Name Field Required Description

Type
1 Name Text Yes Used to identify
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the DCR. Example
Value: John's DCR
for 18 July 2018
2 Date Date Yes This field
represents Date
on which this DCR
has to be followed
3 Owner Lookup Yes This field
(User) represents the
field agent who
has to follow this

DCR
4 Attendance Two No If DCR activities
Option are punched from
the FFM mobile
application,

attendance of the
field agent will be
marked as
Present.

5 Actual Distance Decimal No This field
represents the
distance that
agent has covered
during his/her day
following DCR

6 Planned Distance = Decimal No This field
represents the
distance that was
estimated during
creation of the
DCR

7 Working Hours Decimal No This field
represents the
total number of
hours the agent
has spent while on
the field

8 Planned Activities  Grid No This section
represents the
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planned activities
that are
associated with
the DCR

9 Unplanned Grid No This section

Activities represents the

unplanned
activities that are
associated with
the DCR

&= Dynamics 365 ~ Sales + | DailyCallRecords > DCRof Ajay for 30-N.. >

+ NEW [3 DEACTIVATE fj DELETE § PROCESS -~ S8 ASSIGN () SHARE w2 EMAILALINK &% RUNWORKFLOW  [F] STARTDIALOG ==+ X

DAILY CALL RECORD : INFORMATION

201

DCR of Ajay for 30-Nov-2018 =

4 General

4 Analytics

4 Planned Activities

Subject T Start Date Close Date Account Status Reason

6. Click SAVE on the top left corner of the DCR creation form
7. Go to the planned activities Grid on the DCR creation form. Click add
button (+) on the top right of the grid, as shown in the image below.
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Dynamics 365 ~ Sales -~  DailyCall Records > Ajay's DCRfor 27 No.. >

+ NEw  [S DEACTIVATE [l DELETE & PROCESS ~ &3ASSIGN <{JSHARE < EMAILALINK % RUNWORKFLOW [F] START DIALOG == A X

DAILY CALL RECORD : INFORMATION
Ajay's DCR for 27 November 2018 =

4 Planned Activities

Subject Start Date Close Date Regarding Status Reason...

4« Unplanned Activities

Subject ™ Start Date Close Date Regarding Status Reason...

H

Active

8. After clicking on Add button (+) you will see a blank planned activity line
inserted in the planned activities grid. Click on the right most side of the
planned activity line.

9. A dropdown window will appear. Click New to add new activity. If you wish
to select any existing activity, then make sure that activity is not associated

with another DCR.

Dynamics 365 ~ Sales ~ | DailyCallRecords > Ajay's DCR for 27 No...
+ NEw [ DEACTIVATE [ DELETE 3 PROCESS ~ S3ASSIGN €J SHARE = EMAILALINK :% RUN WORKFLOW [F]STARTDIALOG ~ =*» Al X

DAILY CALL RECORD : INFORMATION

Ajay's DCR for 27 November 2018 -=

4 Planned Activities

Subject Start Date Close Date Regarding Status Reason...

+ New

Active
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&8 Dynamics 365 ~ Sales + | DailycCallRecords » DCRofAjayfor30-N.. »

+ New [$ DEACTIVATE {fj DELETE  J PROCESS = S&ASSIGN ) SHARE 3 EMAILALNK % RUNWORKFLOW  [F] STARTDIALOG = Al X
DAILY CALL RECORD : INFORMATION
DCR of Ajay for 30-Nov-2018 =
4 General
20
- Aja m
4 Analytics
et | ACHBIDISIENEE  coeeceeccsecemecomcoesmeecoccossceesceecescemsceooseocamcesscossceascesccsscsssceooeec
4 Planned Activities
+ B
Subject Start Date. Close Date Account Status Reason
Bulk order on Seat C Blue Yonder . Open
eeting for Bulk Soc... A Datum Open
Active H

10. New activity creation form will open

& Dynamics 365 ~ Sales ~ | Activities 3 Meeting for Bulk Soc..
v MARK COMPLETE [ DELETE X CLOSE DAILY ACTIVITY : PROCESS ~ 7 TO OPPORTUNITY  * TO CASE : PROMOTE TO RESPONSE ;lAD:‘TO QUEUE  [] QUEUE ITEM DETAILS ===
DAILY ACTIVITY : INFORMATION Priori D ctivity Statu
SN . Piocna I | et ——— Open & Ajay kumar
Meeting for Bulk Sockets Order =
4 General
NOTES
.................................................. e
No
&4 m;
o H

11. Add the details in the activity. Details and descriptions of the fields are
given below. Please read the field descriptions before inserting value in any
required inputs.

Sr. No Field Name Field Type Required Description
1 Subject Text Yes This field represents the
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2 Daily Activity Type
3 DCR

4 Account

5 Start Date

6 Close Date

7 Agenda

8 Mobile

Multiple
options

Lookup
(DCR)

Lookup
(Account)

Datetime

Datetime

Text

Two Option

Yes

Yes

No

No

No

No

Y )nActuate

person whom the agent
will meet during this
activity

This field represents the
type of the activity.
Possible options are
Planned, Unplanned,
Campaign planned

This field represents the
DCR associated with the
activity in discussion
This field represents the
account that the agent
has to visit while
working on this activity.
Note: In case of
unplanned activities this
value is optional.

Note: In Case of
planned activities, the
selected account must
have the latitude and
longitude values.

Start date and time of
the activity

Close date and time of
the activity. This activity
will be automatically
populated when agent
punches out this
activity.

Topic of discussion
during this activity.
Note: This field will be
populated from the
data coming from
mobile app.

This field represents
whether the activity has

FFM Module for Dynamics 365 for Customer Engagement
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11

12

13

14
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been punched in from
FFM mobile application
or the from the CRM
itself.

Description Text No This field represents
additional details about
he agenda of the

activity
Owner Lookup Yes This field represents the
(User) agent who has to work
on this activity.
Actual Latitude Decimal No This field represents the

latitude value of the
location that was
entered during activity
creation

Actual Longitude Decimal No This field represents the
longitude value of the
location that was
entered during activity
creation

Punched Latitude Decimal No This field represents the
latitude value of the
location where the
agent has actually
punched in the activity

Punched Longitude  Decimal No This field represents the
longitude value of the
location where the
agent has actually
punched in the activity

11. Save and Close the Activity. This step will add new Activity into the DCR in
discussion.

12. After all the activities are punched in from the mobile application we will have
a few additional values filled in DCR like Attendance, Actual Distance,
Working Hours, Planned Distance.
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= Dynamics 365 - Sales ~ | DailyCallRecords 3 DCR of Ajay for 30-N..
+ NEw  [§ DEACTIVATE {ffj DELETE I PROCESS ~ S8 ASSIGN ) SHARE e EMAILAUNK % RUN WORKFLOW  [F] STARTDIALOG ==+ A X
DAILY CALL RECORD : INFORMATION
DCR of Ajay for 30-Nov-2018 =
4General -
2018
- Aja: m
4 Analytics
Pres
H 1.03 175.00
4 Planned Activities
+ =
Subject T Start Date Closa Date Account Status Reason
30-11-2018 er Completed
30-11-2018.. A Completes
Active A

13. For each completed activity we will get the punched in details. These details
will include Agenda, Mobile, Close Date, Description, Punched Latitude,

Punched Longitude.

= Dynamics 365 | | Sales v | Activiies > BullcorderonSeatC..

2 () SHARE @ EMAILALINK ¢ RUN WORKFLOW  [3] STARTDIALOG ===

il DELETE  J PROCESS - § PROMOTETORESPONSE  E), ADDTO QUEUE [ QUEUE ITEM DETAILS

Completed & Ajaykumar

DAILY ACTIVITY : INFORMATION o
Emets (F § Normal
Bulk arder on Seat Covers =
4General
NOTES

ranote

Completed

3.2 Mobile application

321 Purpose and Scope of the Mobile app

* FFM mobile captures Geo Locations of Field Agents.
* The first punch for the user shall be considered as the attendance for the

day.
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* Planned route (Route created by the Field agent/admin) shall be
showcased onto the mobile app in form of waypoints on a google map
along with the list of the same (DCR shall be shown).

* The user can select either planned or unplanned meetings.

* As per planned route, the agent shall travel and at every meeting point,
shall click the "Save and Submit” button to mark his presence for that
customer along with the selection of the customer in the list and keying in
notes for the same along with the agenda.

* For unplanned route, reason and description shall be keyed and punched
along with coordinates and time and date for the day.

* The route shall be sorted based on the current location.

* The user can also Cancel the meeting selecting agenda as “Cancelled
Activity”.

3.2.2 Usage guidelines for mobile app
1. Download and install the Android application from
https://play.google.com/store/apps/details?id=io.cordova.FFM . iOS
devices are not supported at the moment.
2. Open the mobile app. If not already logged in, you will be encountered
with the login page.
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»

nActuate

N 172 49 .0 53% @ 3:26 PM

Sign in
Email, phone, or Skype
No account? Create one!
Can't access your account?
Next
©2018 Microsoft Terms of use  Privacy & cookies
. = 5 <

3. Login using your office account (This step will be skipped if user has
already logged in to the mobile app)

4. If using it for the first time you will get a configuration page. If you see
configuration page then go to section 3.2.3.
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Set Organization URL

Organization URL

https://oadev.api.crm3.dynamics.com/xrm

Service User

Ramandeep.singh@onactuate.com

Password

®

ABC | 4 English (US) »

= (]

TR203 0405068708910

Go

¥ nActuate

5. Mobile app dashboard will appear where you can see all of your planned
activities along with the route required to follow to complete those

activities.
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1.56K/s 2t © _ail

4=
GO gle Map data ©2018 Google Terms of Use
Estimated travel distance : 0.00 km
Punch In :Punch Out :
Select Meeting Type
Microsoft
Select Meeting Agenda
Description '
Save & Submit

3.2.2.1 Handling Planned meetings

6. You can finish any planned activity by following the below steps

a. Select the meeting type as planned(Selected as default on start-up
of app).

b. You will be able to see all the planned meetings that are set against
you DCR of the day.

c. Select the meeting(s) by using checkbox provided against each
account.

d. Select meeting agenda from “Select Meeting Agenda”.

e. Provide any descriptions/notes in the description text box.

f. Hit Save & Submit Button.

3.2.2.2 Handling Unplanned meetings
7. You can manage any planned activity by following the below steps
a. Select the meeting type as unplanned.
b. Select meeting agenda from “Select Meeting Agenda”.
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c. Provide any descriptions/notes i
d. Hit Save & Submit Button.

3.2.3 Mobile app Configuration

¥ )nActuate

n the description text box.

If you have not already configured the mobile app with the details of your
Dynamics 365 Organizational URL, then you will need the help of you
Dynamics 365 Admin for the same. All the below mentioned steps are need
to be performed by the Administrator of you instance of Dynamics 365 for

Customer Engagement.

Engagement.

Find the organizational URL of your instance of Dynamics 365 for Customer

a. Open Dynamics 365 for customer Engagement.
b. Go to Settings > Customizations > Developer Resources, as shown
in the screenshot below. Copy the value of Organization service.

Dynamics 365

~ Customizations

Settings | v

@CRM REST BUILDER
Developer Resources

Getting Started

Developer Center

SDK Download

Connect your apps to this instance of Dynamics 365

Instance Web APl
HTTP REST API providing access to this instance of Dynamics 365. For more information see Microsoft
Web API

Service Root URL https://apexglobal.apl.crm8.dynamics.com/apfdata/va.l/

_]0_ Download OData Metadata

Instance Reference Information

Use this information to uniquely identify this instance of
current URL for this instance. For more informatic A

o BBD03711-6093-4989-30a3-52534095c97

Unigue Name org568dect4

Connect your apps to the Dynamics 365 Discovery Service

Discovery Web API
HrTe

cal
APL

EST AP| providing connection information for the
as access, For more information see Discover the URL for y

Endpoint Address hitps://disco.crm8.dynamics.com/spi/discovery/v8.1/

[y Download OData

Endpoint Address

Organization Service
SOAP Service provi
Organizati

iding access to this instance of Dynamics 365. For more information see Use the

ice web sery data of

httpsy//apexglobal api.crm8.dynamics.com/XRMServices/2011/0rganization.s,

vice fo read and write metadata.

ndpoint Address

‘]G Download WSDL

Discovery Service
SOAP Serv
caller has

iding connection information for
or more information see Discover the URL for your organization with

https://disco.crm8.dynamics.com/XRMServices/2071/Discovery.svc

JG Download WsDL

2. For creating service user follow the link
https://community.dynamics.com/crm/

b/razdynamicscrmconsultant/archiv

e/2016/06/12/setting-up-a-service-account-without-a-crm-licence
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