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Overview 2

The main purpose of the Microsoft Dynamics 365 plug-in application
is to empower sales and customer-facing teams to address customer
issues, influence buying decisions and shorten sales cycles through
better understanding of needs and communication of solutions with
customers and prospects through social media.

The main features that the Microsoft Dynamics 365 plug-in application
contains, grouped by functional categories are:

Search in Microsoft Dynamics Database:
m  Querywith Social Data
m  Search Results Page

m Filters for results

=
(2]
A
o
(7]
o
M
_|
Q
<
=
>
=
0
(7]
w
[<2]
v
T
o
P
I
o
o
_|
(7]
=
_|
m

m  New Search
m  Selecting Results
Entities:

m Create, view and update Leads and Opportunities manually and
using social data from native streams

m Create, view and update Contacts and Accounts manually and
from native streams

m Create, view and update Cases and Activities manually and
using social data from native streams

B Associating Leads with Opportunities

B Associating Contacts with Accounts




Prerequisites :

Microsoft Dynamics 365 Custom Fields
Solution Install

Among other details, the Microsoft Dynamics integration application
allows you to capture a social contact’s Twitter or Facebook Username
and Id on Lead and Contact entities. Because these are not standard
fields for the afore mentioned entities, they must be created before
using the application for the first time. You can do this by installing a
solution that includes these fields.

These are the fields included in the package
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Display Name Name

Twitter Username hoot2dyn_twitterusername
Twitter ID hoot2dyn_twitterid

Facebook Username hoot2dyn_facebookusername
Facebook ID hoot2dyn_facebookid

In order to install the package, follow the next steps:

1. Open ‘App Source’ from within the Dynamics instance that would
like to install the app to. Once you have App Source page open,
search for ‘Hootsuite for Microsoft Dynamics 365’. Once you find
the application, click on ‘Get it Now’

BE Microsoft | AppSource More v Search Microsoft AppSource jel @

Apps > Hootsuite for Microsoft Dynamics 365

B Preferred solution

Hootsuite for Microsoft Dynamics 365
Hootsuite
L4 Dynamics 365 Sales ’ Dynamics 365 Customer Service

(0 Reviews) Write a review

Overview Reviews Details + support

Harness social data to better understand customers, refine sales leads, and optimize marketing

The Hootsuite solution package for Dynamics 365 provides best-in-class customer engagement with Dynamics 365
Omnichannel for Customer Service. It allows you to listen to and engage customers through their social channels of
choice, bringing you closer to your customers with the richness of social data into Dynamics. Refine segmentation to
provide relevant offers through Dynamics 365 Marketing. Enrich leads and lead scoring models in Dynamics 365 Sales
with social data queues to ensure sales teams know what customers are most likely to buy.




If you have not logged into the AppSource, then login with your
Dynamics credentials. Enter your user id and click Sign in to enter
password in the next screen.

Sign in to Microsoft AppSource

Enter the email address of the account you want to use when acquiring apps on
AppSource.

The app you have selected [Hoomsuite Microsoft Dynamics365) requires a work or school account to
centinuz. Micrasoft aceounts are not supported for this ape.

Work or school account

e

Don't have an account? Sign up for a free account

2. Inthe next screen, select the organization name from the list,
select the two checkboxes and click Agree button.

B® Microsoft

Hootsuite
Add the application to Dynamics 365

Seiect the Dynamics 365 arganization you want 1o ade this sppiication to.

§ Hootsuite-

gibcation to: v

Hoatsuite Microsoft Dynamics365

With Microsoft Dynamics for Hootsuite, you can deliver effective, timely, and engaging customer B Agree to Microsoft's Legsl Terms and Privacy Statement

experiences to drive more leads and reach a wider audience

BB Agreeto  nparting solutions inko Dynamics 365

Publisher: Hootsulte
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The solution, Hootsuite DynamicsCRM Integration with version
1.0.0.3 will be displayed in the list of available solutions. The solution
will be installed after some time.

£ Microsoft | Dynamics 365

Dynamics 365 Administration Center

& new Admin center

There's a better way to manoge your instances. Try th
Ll esas UPDATES SERVICE HEALTH  BACKUP & RESTORE  APPLICATIONS
Manage your solutions

@ Manage your solutions

Hootsuite Dynamics...
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After the solution is installed successfully, the status of the solution
will change to Installed

BE Microsoft | Dynamics 365

Dynamics 365 Administration Center

s 3 better way to manage your instances. Try the new Admin centar

LT a5l UPDATES  SERVICE HEALTH  BACKUP & RESTORE  APPLICATIONS




Install Microsoft Dynamics application 6
in Hootsuite

In order to install the Microsoft Dynamics 365 application, follow the
next steps:

1. Go to hootsuite.com
2. Access the left-side menu and select ‘App Directory’.

3. Inthe pop-up window that appears select ‘My Apps’ folder and
locate Microsoft Dynamics application that you want to install.
Click on ‘Install App’ button.

i . q Hootsuite @l
“| Hootsuite"

W Streams View All Filter by app type Al v

& Inbox

CATEGORIES
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@ Publisher

Microsoft Dynamics 365
i Analytics New Free
~A Impact Featured

Create sales leads and opportunities based on social media

® Ads Premium board. You can add
B Assignments e notes and document your eng: h current and
- potential customers, and use case management tools to
¥ Contests
o resolve.
% App Directory ‘
: By: Freshwork
il Amplify Installed i
.\ | Enterprise Install
Toals
© Help Developer
¢ .y . . .
4. From ‘App Plugins’ tab add Microsoft Dynamics 365 Plugin and
. P
click ‘Finish’ button.
aHnotsuite- pp plugin success ly installe '
App Installed! X
View All
App Plugins
CATEGORIES
The app Microsoft Dynamics 365 was
successfully installed. You can now add the Hi ]
New following plugins to your dashboard:
Featured gm:rosoﬂ;);;namlcs 365 P
YIRS unities based on social media
Premium suite dashboard. You can add
Free jagement with current and
case mfanagement tools to
MY APPS
Finish
Installed
Enterprise

We'd love your feedback! s
Developer Rate this app Settings

The application is installed and ready to use.




Features

Access Microsoft Dynamics from Hootsuite

In order to be able to capture information in Microsoft Dynamics
about social contacts from Facebook and Twitter, first you must log
into your Microsoft Dynamics account from Hootsuite Dashboard. You
can do this by:

1. Click on a user profile in a Hootsuite stream and select Send to
Dynamics 365 option from the menu.

fm Streams

New Tab x HootSul0(Twitter (+]
(J v + AddStream + Add Social Network

D My Tweets

@ HootSuite

aa @ Novi2 /
ect Message

@ HootSuite @
& ® Nav 7

X

F € B K

g

Provide the URL of your Microsoft Dynamics instance (such as ‘https://
hootsuiteinstance5.crm.dynamics.com’), your username and pass-

word and click ‘Signin’.

Dynamics 365 x

b Microsoft Dynamics 365
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Your user will be authenticated in Microsoft Dynamics and a window
containing information related to the selected contact will be then
displayed on screen.

To log out from your Microsoft Dynamics account, click on Settings
and choose Logout from the dropdown menu.

Dynamics 365
3 . Settings £
D Microsoft Dynamics 365 e
I
Ibai | Twitter: Ibai Search Dymiamics
Description: No saludé a Leo Messi porque me acababa de despertar de | siesta. Help
httpsi//t.co/PuQOQwZ3nk. Directos en: httpsi//t.co/1CYMCWS90c CONTACTC: Limit to ftems T own Feadback
@ Leads (1) Logout
® Name Title Company Country State Ema Twitter Id | Twitter Usernani Owner Name
Edit :22:2:::: Hootsuite Hootsuite Hootsuite@test Ibai Hig::;:‘te
2 contacts (1)
Accounts (0)
[} opportunties (0)
2P cases (0)
Social Contact Screen
All the Leads, Accounts, Contacts, Opportunities and Cases associ-
ated with a social contact are displayed here.
Dynamics 365
5 . Setlings £
b Microsoft Dynamics 365
Ibai | Twitter: Ibai Searc o
Description: No saludé a Leo Messi porque me acababa de despertar de la siesta.
https://t.co/PuQOQwZ3nk. Directos en: https://t.co/ ICYMCWS90c CONTACTC: Limit to items 1 own
& Leads (1)
@ Name Title Company Country State Emal Twitter Id Tiwit! an er Name
Edit ::gz:z::: Hootsuite Hootsuite Hootsuite@test Ibai Hi:::;:‘te

Q contacts (1)
Accounts (0)
[1] opportunities (0)

2 cases (0)
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Leads section contains all the leads from Microsoft Dynamics that 9
match the selected social contact’s First Name and/or Last Name,
Facebook/Twitter Username or Facebook/Twitter Id.

In the Accounts section are displayed all the accounts whose names
match the social contact’s name.

Contacts section contains all the contacts from Microsoft Dynamics
that match the selected social contact’s First Name and/or Last Name,
Facebook/Twitter Username or Facebook/Twitter Id.

Opportunities section contains all the opportunities that match the
name of the social contact.

Cases section contains all the Microsoft Dynamics cases related to the
accounts or contacts in the Accounts and Contacts tabs of the social
contact.
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Search for records

You can use the search function to find a specific record on this page,
or to filter the records available for a social contact. The following
criteria are applied when searching

m ForLeads, the search is conducted on the First Name, Last
Name and Company fields

m For Contacts, the search is conducted on First Name, Last
Name and related Account’s Name fields

m  For Opportunities, the search is conducted on Opportunity
Name and related Account’s Name fields

m  ForAccounts, the search is conducted on the Account Name
and parent Account’s Name fields

m For Contacts, the search is conducted on related Contact’s First
and Last Name and on related Account’s Name fields

If your Microsoft Dynamics user has the permission to view all records
for at least one of the Account, Opportunity, Lead, Case and Contact
objects, you can limit the search to the items you own by checking the
Limit to items | own checkbox.




Detailed view 10

Dynamics 365 X

\ . . Seftings {¥
'/ Microsoft Dynamics 365
View Lead
o saludé a Leo Messi porque me acababa de despertar de la siesta. o 5 5
5://t.co/PuQOQWZ3nk. Directos en: https://t.co/1ICYMCWS30c CONTACTC: Namez H"“"‘i“f Hootsuite o
nen in Dunzmics e ’
& Lead Activities (0) Notes (0) Myl to search

Emai Hootsuite@test.com

= Hootsuite

First Name Hootsuite

Last Name ~ * Hootsuite

Name Hootsuite Hootsuite

Hootsuite

Country/Region Hootsuite
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By clicking the Edit link (or View, depends on the permissions your
Microsoft Dynamics has on the Account, Contact, Lead, Case and
Opportunity objects, see the Note below) on the left of a record, the
detailed view of that record will open.

All the fields that are accessible to your Microsoft Dynamics user will
be displayed here. If there are Activities and Notes logged on the
record, they will be displayed in the Activities and Notes tabs.

To open a new window with the Microsoft Dynamics detail page of the
record, click the Open in Dynamics link. To go back to the main social
contact screen, click the Back to Search button.

Note: The Edit link will appear if your Microsoft Dynamics user has
the Edit permission on that object (Contact, Lead, Account, Case and
Opportunity). If the user has only the View permission, the Edit link
will be replaced by the View link.




Leads Capture 11
The app provides the option to capture information about any Twitter
or Facebook social contact in your Hootsuite stream. In Microsoft
Dynamics, the details about the selected social contact can be
captured in the lead object.

Create New Lead from Social Contact

1. From the Hootsuite stream, click on the desired social contact’s pro-
file and select the ‘Send to Dynamics 365’ menu option. By selecting
this option from the profile menu, only the Facebook/Twitter profile
information will be sent to the app. To also send the content of the
social message, you must click the Microsoft Dynamics option from
the More menu of the social message left by the contact.

Bl my Tweets
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2. Expand the Leads tab and click the ‘+’ button to launch the lead

creation wizard.

Dynamics 365 X

|- g Setlings £
'/ Microsoft Dynamics 365
saludé a Le: e: orque me acababa de de -
A

Limit to items | own

& Leads (1)
@ « Name Tite Company Country State Ema Twitterld | Twitter Usernan Owner Name
Hootsuite Admin

Edit TR Hootsuite Hootsuite Hootsuite@test Ibai oot

2 contacts (1)
Accounts (0)

[} opportunities (0)
&2 cases (0)




3. The First and Last Name, Description fields are automatically filled
in. First and Last Name can be edited. Fill in / edit the rest of the
fields and click Save to create a Lead record in Microsoft Dynamics
for the social contact.

Dynamics 365 X

Settings {¥

D Microsoft Dynamics 365

New Lead

Back to search

= Social Media News

Jhon
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Country/Region

View/Edit Lead

All the leads associated with the selected social contact can be found
in the Leads section. If your Microsoft Dynamics user doesn’t have
View rights on the Lead object, the Leads section won’t be available.
In order for a lead record to be displayed here, at least one of the
following criteria must be satisfied

m Lead First Name and Last name must match the social contact’s
full name

m  Twitter/Facebook username on the lead must match the
Facebook/Twitter username of the social contact;

m  Twitter/Facebook Id on the lead must match the Facebook.

To view and edit details about a lead, expand the Leads tab and click
on the Edit link on the left of the desired lead.




Dynamics 365 X 13

Setiings ¥

D Microsoft Dynamics 365

Ibai | Twitter: Iba ho o
. Description: No saludé a Leo Messi porque me acababa de despertar de Ia siests. o
https://t.co/PuQOQwZ3nk. Directos en: https://t.co/ICYMCWS9oc CONTACTO: Limit to it

& Leads (5+)

Hootsuite ! . Admin
Edit Hootsuit Hootsuits Hootsuite@tesi
i Hootsuite oomuie el | R Hootsuite
Cathan Cook Austria Catha
us NN

Edit Cat Francis
Show More

,Q. Contacts (5+)
Accounts (5+)
[} opportunities (0)
&9 Cases (5+)

A detailed view of the selected lead will be displayed
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Dynamics 365 X

Setlings &
Ibai | Twitter: Ibai View Lead
Description: No saludé a Leo Messi porque me acababa de despertar de la siesta. o 5 <
https://t.co/PuQOQwZ3nk. Directos en: httpsi/t.co/ICYMCWS9ac CONTACTO: lame ; Hootaste Hogtsiifte
sl nen in Thnamics

Activities (0) Notes (0) Back to search

witter Id Emai Hootsuite@test com

* Hootsuite
Hootsuite

* Hootsuite

Name Hootsuite Hootsuite
City Hootsuite
Country/Region Hootsuite i

The Twitter/Facebook Id and Username fields are highlighted in green
because the username and id of the social contact are similar with
those on the lead.

If the social contact’s username and id aren’t the same as the ones
on the selected lead, a Save option is presented. By clicking the Save
button, the lead is updated with the selected social contact’s data.

To edit information on a lead, click on the desired field and type the
new value. Attention, the greyed-out fields are not editable. When
finished editing, click Save to update and save the lead. If your profile
doesn’t have the Edit permission on the Lead object, then the Edit link
will be replaced by the View link in the grid view and all the fields will
be greyed out in the detailed view.




Notes and Activities 14
From the lead detail screen, you can also view and plan Activities for
the selected lead or you can view or log Notes. To close the detailed
view and go back to the main screen, click the Back to search button.

To plan an activity for the lead, access the Activities tab and click the
‘+” button. Select what type of activity do you want to create, fill in the
fields and Save the activity.

Dynamics 365 x

Settings £}
D Microsoft Dynamics 365 *
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¥ . ) ) View Lead
Des: : No saludé a Leo Messi porque me acababa de despertar de la siesta. y ; :
http PUQOQWZ3nk. Directos en: https://t.co/1CYMCWS3oc CONTACTO: me s H"““‘i“e Hootsuite
. nen in Dunamics
Lead Activities (0) Notes (0) Bac ch
Acites@) |
@ QY Tyoe Subject Description Priority Status
Task )
Email
Appointment
Phone Call
o
Dynamics 365 X
Setiings {3
View Lead
Description: No saludé a Leo Messi porque me acababa de despertar de la siesta. » 5 :
https://t.co/PuQO0wZ3nk. Directos en: https://t.co/1CYMCWSoc CONTACTO: me: Hootsuite Hootzulte
nen in Dunamice
Lead Ac s (0) Notes (0) Back to search

New Appointment

* Quick Chat

_ Quick Chat

Priarity Norma -




To view an Activity, access the Activities tab and click the Select link
on the left of the desired activity from the list.

Dynamics 365 X

View Lead

Hootsuite Hootsuite
n in Dvnamics

5://t.co/ TCYMCWS 9oc CONTACTO:

Notes (0)

[OE

Select | appointment Quick Chat Normal Open

.
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To log a Note on the selected Lead, access the Notes tab and click “+’

button.
Dynamics 365 X
: g y : View Lead
" g o j Name : Jhon Doe
Lead Activities (0) Back to search

tle = Remember this

Descrintion APPointment with Lead




Qualify Lead 16
In Microsoft Dynamics, when a lead is qualified it can be converted
to a contact and, optionally, an opportunity can be created. Using
the integration app, you can qualify a lead directly from Hootsuite
dashboard by following the next steps:

1. You can qualify a lead by clicking the Qualify button in the detailed
view of the lead.

-
Dynamics 365 X
" . Setiings {3
b Microsoft Dynamics 365
View Lead
iption: No saludé a Leo Messi porque me acababa de despertar de la siesta. s ° ) i
https://t.co/PuQOQwZ3nk. Directos en: https:/t.co/ICYMCWS90c CONTACTO: Names HW'SQ\"E Heotsuite
nen in Dunamics

Activities (0) Notes (0) Back to search

Emai Hootsuite@test. com
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* Hootsuite

First Name Hootsuite

* Hootsuite Rating

Name Hootsuite Hootsuite

Hootsuite

ountry/Region Hoolsuite 74 Madified On &

2. The conversion wizard is displayed on screen. Fill in the required
information and click Qualify Lead

m Use existing Contact - select this option if you want to assign
the lead to an already existing contact.

m Create Contact - A new contact will be created from the lead.
This contact name will be the Name of the lead.

= Create a new opportunity upon conversion - check this
checkbox if you want a new opportunity to be created.




Dynamics 365 x

Settings £}

. Microsoft Dynamics 365
Qualify Lead
ssi porque me acababa de despertar de la siesta.
/PUOOQWTZ3nk, Directos en: https://4,.co/1CYMCWSSoc CONTACTO: Hime ok o=

Qualify Lead Back to search

Use

nity upon conversion

Qualifylead | Cancel

3. After the conversion, the Lead will disappear from Microsoft
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Dynamics and from Leads tab of the social contact and a new
Contact will be displayed.

Dynamics 365 x

Description: No saludé a Leo Messi porque me acababa de despertar de la siests.
hitps://t.co/PuQOQwZ3nk, Directos en: hitps://t.co/ ICYMCWS9oc CONTACTO:

& Leads (1)
fq Contacts (2)
(&) Name Title Country State Ema Tuitter Id Twitter Username| Contact Owner
Admin
Edit Jhon Doe Hootsuite

Accounts (0)
[} opportunities (0)

? Cases (0)




Contacts Capture 18
The app provides the option to capture information about any Twitter
or Facebook social contact in your Hootsuite stream. In Microsoft
Dynamics, the details about the selected social contact can be
captured in the contact object apart from the Lead object.

Create New Contact from Social Contact

1. From the Hootsuite stream, click on the desired social contact’s
profile and select the Dynamics option. By selecting this option
from the profile menu, only the Facebook/Twitter profile informa-
tion will be sent to the app. To also send the content of the social
message, you must click the ‘Send to Dynamics 365’ option from
the More menu of the social message left by the contact.

1 my Tweets
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@ HootSuite
- ®Novi2

@ Hootsuite
-

F € B M Y

P~

2. Expand the Contacts tab and click the “+’ button to launch the
contact creation wizard

Dynamics 365 X

Settings £}
D Microsoft Dynamics 365 "

Ib i do o
" Description: No saludé a Leo Messi porque me acababa de despertar de la siesta. -
https://t.co/PuOOWZ3nk. Directos en: https:/t.co/ICYMCWSSoc CONTACTO: Limit ta items | own
& Leads (1)
R Contacts (2) J
@® « Title Country State Ema Twitter |d | Twitter Username Contact Owner

Admin
Hootsuite

Edit Jane Doe Admin

Hootsuite

Accounts (0)
E‘l Opportunities (0)
P cases (0)




3. The First Name, Last Name and Description, Twitter/Facebook
Username and Twitter/Facebook Id fields are automatically filled
in. Description, First and Last Name can be edited. Fill in/edit
the rest of the fields and click Save to create a Contact record in
Microsoft Dynamics for the social contact. In order to associate a
contact with an account fill in Company Name field.

.
Dynamics 365 X
Setiings £
New Contact
n: No saludé a Leo Messi porque me acababa de despertar de la siesta.
https://t.co/PuQOQwZ3nk. Directos en: https://t.co/1CYMCWS80c CONTACTO:
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View/Edit Contact

All the Microsoft Dynamics contacts associated with the selected
social contact are displayed in the Contacts section. If your Microsoft
Dynamics user doesn’t have View rights on the Contact object, this
section won’t be available.

In order for a contact to be displayed here the following criteria must
be fulfilled

B Microsoft Dynamics contact First Name and Last Name must
match the social contact’s full name

m  Twitter/Facebook username on the Microsoft Dynamics contact
must match the Facebook/Twitter username of the social
contact;

m  Twitter/Facebook Id on the Microsoft Dynamics contact must




To view and edit details about a contact, expand the Contacts tab and
click on the Edit link on the left of the desired contact.

Dynamics 365 X

Setiings {3

D Microsoft Dynamics 365

& Leads (1)
Q contacts (2)

[©)] Name Title Country State Ema Twitterld | Twitter Usemame| Contact Owner

Admin
Hootsuite

Edit Jhon Doe

Accounts (0)
[} opportunities (0)

ég Cases (0)
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A detailed view of the selected contact will be displayed.

Dynamics 365 X

Settings o]

Ibai | Twitter: Iba View Contact

Description: No saludé a Leo Messi porque me scababa de despertar de la siesta. e
https://t.co/PuQOQwZ3nk. Directos en: https://t.co/ICYMCWSOoc CONTACTO: a1 =1J'“’”
nen in Dunamice

Activities (1) Notes (0) Back o search

Full Name Jhon Doe

The Twitter/Facebook Id and Username fields are highlighted in green
because the username and id of the social contact are similar with
those on the contact record from Microsoft Dynamics.

If the social contact’s username and id aren’t the same as the ones on
the selected Microsoft Dynamics contact, a Save option is presented.
By clicking the Save button, the Microsoft Dynamics contact is
updated with the selected social contact’s data.




To edit information on a contact record, click on the desired field

and type the new value. Attention, the greyed out fields are not
editable. When finished editing, click Save to update and save the
contact record. If your profile doesn’t have the Edit permission on the
Contact object, then the Edit link will be replaced by the View link in
the grid view and all the fields will be greyed out in the detailed view.

Notes and Activities

From the contact detail screen, you can also view and plan Activities for
the current contact or you can view or log Notes. To close the detailed
view and go back to the main screen, click the Back to Search button.

To plan an activity for the contact, access the Activities tab and click
the “+’ button. Select the activity type and fill in the fields. Click Save
and a new activity will be created and associated with the Microsoft
Dynamics contact.
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Dynamics 365 X

Settings &

D Microsoft Dynamics 365
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To view an Activity, access the Activities tab and click the Select link
on the left of the desired activity from the list then click Back to go
back to the activities list.
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To log a Note on the selected Contact, access the Notes tab and click
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View Accounts 23
Accounts cannot be manually created in the Microsoft Dynamics
integration app.

All the Accounts considered relevant for a social contact can be found
in the Accounts section. This section won’t be available if your Microsoft
Dynamics user doesn’t have View rights on the Accounts object.

In order for an Account to be displayed here, the Microsoft Dynamics
Account name must match the social contact’s full name

To view details about an Account, expand the Accounts section and
click on the View link on the left of the desired account and a detailed
view of the selected account will be displayed.
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From the Account detail screen, you can also view you can view or log
Notes on the account. To close the detailed view and go back to the
main screen, click the Back to Search button.
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Notes

To log a Note on the selected Account, access the Notes tab and click
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View Opportunities 25
Opportunities cannot be manually created in the Microsoft Dynamics
integration app. They can be created manually in Microsoft Dynamics
(and they will be displayed on a social contact’s page in the app) or
automatically from the app when qualify a lead.

All the Opportunities considered relevant for a social contact can be
found in the Opportunities section. The section won’t be available
if your Microsoft Dynamics user doesn’t have View rights on the
Opportunity object.

In order for an Opportunity to be displayed here, the Microsoft
Dynamics Opportunity name must match the social contact’s full name.

To view details about an Opportunity, expand the Opportunity
section, click on the View link on the left of the desired record and a
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detailed view of the selected opportunity will be displayed.
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From the Opportunity detail screen, you can also view you can view or
log Notes. To close the detailed view and go back to the main screen,
click the Back to search button.




Notes 26

To log a Note on the selected Opportunity, access the Notes tab and
click ‘+’ button.
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Capture Cases

The Microsoft Dynamics integration app also provides the option of
creating Microsoft Dynamics cases from messages left on Facebook
and Twitter social networks.

CREATE NEW CASE FROM SOCIAL CONTACT/SOCIAL MESSAGE

1. From the Hootsuite stream, click on the desired social contact’s
profile and select the Dynamics option. By selecting this option
from the profile menu, only the Facebook/Twitter profile informa-
tion will be sent to the app. To also send the content of the social
message, you must click the ‘Send to Dynamics 365’ option from
the More menu of the social message.

u My Tweets

@ HootSuite
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E € B K X

2. Expand the Cases tab and click the ‘+’ button to launch the Case

creation wizard
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3. The Case Origin and Contact Name fields are automatically filled
in with the source social network and the Microsoft Dynamics
Contact related to the social contact. Fill in the mandatory Status
field, fill in/edit the rest of the fields and click Save to create a Case
record in Microsoft Dynamics for the social contact. The case will
be associated with the Contact and the Account whose names you
provided (if you filled in these fields).
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View/Edit Case 29
All the cases associated with the selected social contact can be
found in the Cases section. If your Microsoft Dynamics user doesn’t
have View rights on the Case object, this section won’t be available.
In order for a case record to be displayed here it must be related to
a Microsoft Dynamics account or to a Microsoft Dynamics contact
associated with the social contact.

To view details about a case, expand the Cases section and click on
the Edit link on the left of the desired case and a detailed view of the

selected case will be displayed.

To Edit information on a Case record, click on the desired field and

type the new value. Attention, the greyed out fields are not editable.
When finished editing, click Save to update and save the lead. If your
profile doesn’t have the Edit permission on the Case object, then the
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Edit link will be replaced by the View link in the grid view and all the
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Notes 30

To log a Note on the selected Case, access the Notes tab and click
‘4> button. Provide a title for the note and click Save.
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