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Informational Purposes
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convey license under its patent rights of others.
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are used under license by KPMG. Microsoft, Windows, Microsoft Dynamics 365 are registered trademarks of their respective owners.
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any rights in or to any trademark whatsoever, whether owned by KPMG International or any third party.
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Introduction to VeloCITY 365

VeloCITY 365 by KPMG provides automated workflows that enable municipalities to manage citizen inquiries and
service requests in the cloud. Velocity 365 is built on the Microsoft Dynamics 365 platform, and provides a Citizen
Engagement Portal that citizens can access to search and find information on municipal programs and services.
Using the Agent Console, call center agents can efficiently document citizen inquiries, identify duplicate requests,
and route service requests to the appropriate department for action and follow-up, while tracking the progress of

the request through to completion.

VeloCITY 365 Version 2.2 End User Guide 5
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Agent Console Overview

The Agent Console is the single point of entry for call center agents to access interconnected information. It
provides a 360 degree view of the caller’s contact information, along with any previous interaction history
including phone calls, service requests and their resolutions and notes. This allows the caller to only have to “tell
their story once” and prevent the dreaded hand-off to another call center agent, which improves call handling
satisfaction for both the citizen and the call center agent.

The Agent Console is a single window consisting of three panes:

This is the search This pane contains This pane contains
pane for contacts the details about knowledge base
facilitating searching the current case the articles relative to the
by name, phone or caller is phoning case and may also
email as applicable. about contain call scripting

= lDynarnics 365 ~ | Velocity 365 ~ ‘ Agent Console

& Agent Console Home O n o
Clear Search -
‘ = | Report a Streetlight that's Out Keywerd Seorch - -
Search Contacts
. & Ifyouve spotted 2 broken of leaning pole, exposed wires, or open, broken or missing light fixtures: plesse call Keywora Search o
Pt Hene First Name Utilities Kingsten immediately using our 24-hour line at 613-546-1181, This is also the number to call to report 2
Lot Morne TestNome traffic signal issue... (more]
emai [2mat Mop

Prone Frone
& +
Add New Contact | Search o
Last Name and Email Address or Phone Number are required to create a contact. —
Scaborough
=]

North York

Address Search

L]
Sesrch Addreis
Search Cases
Coset Casew
e [ : q
Date o) [ mmisary
Date To
= sl Etobicoke Torggto
Status status - 3
Search
N
Creste New Service Request v
o HER, G, NG, L33, NP3, W | £, FETE WP ==y
[ Create New Aert ]
Cases Created in the Last 24 Hours
[+]
Case Number Interaction Type Status Created On +

The call center agent can also open tabs from the middle pane to access existing information in Dynamics 365.

VeloCITY 365 Version 2.2 End User Guide 6
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How to Log into the Agent Console

Once you have logged into Dynamics 365, navigate to Velocity 365 and then select Agent Console as shown.

lDynamlcs 365 v | Velocity 365 v |[Agent fln.nk

General Common ArcGIS

Agent Console

Veloity 365

Settings Interaction Types

E Accounts {'3‘} Esri Settings € service areas E Interaction Types @ Broken Pole @ Heritage Sites @ Parks @ Traffc Lights
E Contacts S ssisenes m Alerts @ Curb Repairs @ Location Tests @ Pot holes @ Trees
Cases m Esri Maps Tags @ Feature Layer Test @ Lost & Found @ Request New Light @] Two Service Areas
@ Queue ftems g Esri Map Layers @ Garbage Collection @ NoIntake @ Street Lights @ Waste & Recycling
E‘, Esr Layer Field Map... @ Graffti @ No Upload - Yes Loc... @ Testt @ wildife
ﬂ Esr Entity Fiekd Map.. @] Hazsrdous Material @ Parking

B

The Agent Console Home screen appears.

lDynami(f. 365 ~ | Velocity 365 ~ | Agent

3 Agent Cansle Home

[ e sewen ]
Search Contacts
st Name. reyre
st Hame Last Name
Emai e
Phare Frone

A view Cartset || Searcn

Last Mame ard Email Address o Phane Numbes are requized ta create & contaet.

‘Address Search
Search Aaress

Search Cases

Coset: Cases

ST SRTvme -

s from) far—

Date (To} JE—

statis Status -

oy
Crete New servie Request .
Crewe e Nt

Report a Streetlight that's Out

& If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fidures: please call 3
Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
trafic signal isue.... (more)

Map
+
\
fib—
=)
L]
e o
o ®
- Etobicoke L] Torffto
13
Cases Created in the Last 24 Hours.
[+)
Case Number Interaction Type Status Created On
CAS-01150-FEMEPT Two Service Aveas In Progeess /82019 1210 PM Ocen

Kepwort Sesrch . .

ot e =l

VeloCITY 365 Version 2.2 End User Guide
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How to Log out of the Agent Console

To log out of the Agent Console, click on the user icon in the top right corner then select Sign out.

i | Dynamics 365 ~ | Velocity 365 | Agent Console

3 Agent Console Home Tom Malanfant
[ Cear search ] vt Sireetlight thats Out A iarth T 0rg3190245

Search Contacts =z

& ifyou've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call Keynord Search =

Frst Nome First Name. Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a

T -~ traffic signal issue... [more] ]

L/ Emal Map

Prone Prone

— +
Ada New Contact | Searcn |
Email ==
o e, Scamorough
Address Search ~
Search Address

Search Cases

Chet: Caser

SRype sRType - ‘

Dete fFrom) mm/ddy

Oate (fo) T

ate (To) mm/aaryyyy s Torggto
Status Sats &
sewch
‘ Create New Service Request v
Easi, HERE, Garwsin, NGA, LUBOS, NPS. NACan | Eati, MERE. NP3 Pauered by Ci
[ Creste New Akt ]
Cases Created in the Last 24 Hours

Navigating the Agent Console Screen

When navigating in the Agent Console, new contacts or cases open up in tabs within the Agent Console home
screen. The most recent tab is always shown on the left and you can click on any of the tabs to take you to that
specific tab. You can close any one tab by clicking on the “x” beside the tab name. You can also close all tabs and
completely refresh the home screen by clicking on the refresh icon in the top right hand corner of the screen.

¥ l Dynamics 365 v | Velocity 365 v | Agent Console
@ Agent Console Home
Cear searen
[ Raport a Straetlight that's Out Keyword Search - -
Search Contacts
& If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call > Keywora Searcn y)
e Name. First Name Utilities Kingston immediately using our 24-hour line 3t 613-546-1181. This s also the number to call to report a
Last Name v traffic signal issue... [more]
eman = Mep
Phone =
i New Contact +
are required to cres =i o5
I_M Vaughan Markham
Address Search Richmond Hill Y Pickering
Search Address
Search Cases
Cae Casee
sype = =
RTime Brampton o ©® o0,
Date From) T
i Toronto.
Date (To) mm/ddyyy
Status =
Mississauga
Searcn
Creste New Service Request -
- 1 o HERE, G, NGA LS, 198 |G R, NP3 pe—rer=
[ Creste New Aot
(Cases Created in the Last 24 Hours
<
Case Number Interaction Type Status Created On ~
CAS-01196-LBREMS Request New Light In Progress. 3/11/2019 325 PM Open
CAS-01195-)X3V2N1 March1l Waiting for Details 3/11/2019 320 PM Open
c Macehi isition fo Datail 110010310001 P

VeloCITY 365 Version 2.2 End User Guide 8
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Managing Contacts

Searching for an Existing Contact

To search for an existing contact, you can enter information that is available into any of the search fields (first
name, last name, email or phone) and click on the Search button to execute your search. Example: If you search
on first name of “Tom”, all contact records with that first name are displayed and you can select the correct record.

‘ TIP: You can search on any phone number (i.e. home or cell) and as long as that number is associated
with a contact, the resulting record will be displayed.

@ Agent Console Home

Clear Search
| | Report a Streetlight that's Out

Search Contacls, . . o
& If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call >

C% | tom > Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is alsa the number to call to report a

traffic signal issue... [more]

Last Name | Last Mame
Email | Email | Contacts Details
Phone | Phane | g
Add New Contact First Name Last Name Email Address Phone Number
Last Name and Email Address or Phone Number are required to create a contact. Tord Spratt tomspratt@gmail.com s Open
Tom Toal rey o 1234567891 Open

Address Search C Thumb tomthumb@gmail.com 1234557&99

Search Address |

Search Cases

Case# | Case# |
SR Type | SRType - |
Date {From} | J— |
Date (To) | P |
Status ctatus - |
| Create New Service Request - |

[ Create New Alert |

VeloCITY 365 Version 2.2 End User Guide 9
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You can also search for a contact by street address by entering the address in the Address Search field and any
contacts (or cases) associated with that address are returned as shown.

+H |Dynamics 365 v | Velocity 365 !Agenl(nnsnlg

@ Agent Console Home [+
Clear Sesrch T
l | Repert a Streetlight that's Out ‘ Keywora Seareh [aes -
Search Contacts - | - 1
- & ifyouve spotted 2 broken or leaning pole, exposed wires, or open, broken or missing light fistures: please call 3 | [ keywora earcn E
first Name First Name Utilities Kingston immediately using our 24-hour line at §13-545+1181. This is also the number to call to report a
Lot Name i wraffic signal issue... [more] ‘
Email | eman Contacts Details
Phane Phone o
Search First Name Last Name Email Address Phone Number
— Tom Thumb: tomthumb(Bgmailcom 1234567690 Cren

Cases Detalls
[~}
Case Number Interaction Type Status Created On ~

Search Cases Na Case Record Found
Coset [ caser
SRType satype -
Date (From} men/ec iy
Date (o) m /iy
sestus Stots .

Create New Service Request .

| \ Do o \ ‘

Adding/Updating Notes to an Existing Contact

To add notes to an existing contact, once the contact is open on the Contact Details page you can add notes by
entering the notes in the “Notes” section and clicking on the <save> button. The screen will update showing the
user who entered/updated the notes and the time of creation and updating. This is the only area of the contact
that can be updated directly from the Contact Details screen and the remaining details can be updated directly in
Dynamics by editing the contact record as shown below.

Dynamics 365 ~ | Velocity 365 ~ ‘AgenlConsale

@ Agent Console Home  Sue Smith X o
Contact Details
Close Contact Creste Service Request or Contact Open/Edit CRM Contact Record Keyword Search o - ‘
Keyword Search ‘ P ‘
First Name [ Last Name s
Email Address [Semitr@gmatcom Phone Number [T2325e7800
Case
(5]
Case Number Interaction Type Status Created On v
No Case Record Found
Activities
5}
Type Subject Activity Status Priority Last Update
No Activity Record Found
Notes
[+
Thisis 2 new note
Created on by: Tom Malanfant 3/8/2019 2:57 PM
Last updated on: 3/8/2019 2:57 PM

VeloCITY 365 Version 2.2 End User Guide 10
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Editing an Existing Contact

Detailed training on editing contact records is part of the Dynamics 365 for Customer Service training and not

covered in this guide.

Once a contact has been selected, the following Contact Details screen is displayed.

i Dynamics 365 « = Velocity 365 v | Age

@ Agent Canscle Home  Tom Thumb X o
Contact Detalls
Ciose Contact Creats Service Request for Condact ¥ Open/Eat CRM Contact Record | .
Le]
First Name - Last Name P
Email Address tomithumbBgmallcem Prone Numbes 1234567890
Case
=]
Case Number Intesaction Type Status Created On =
CAS-01178-10MEHS. Graffit Waiting for Details 301172019958 AM Open
CAS-01176-X5F1RY Curb Repair Waiting for Details 31172019857 AM Op
Activities
=]
Type Subject Activity Status Priosity Last Update
Mo Activity Record Found
Motes
=]
Mo Motes Record Found
‘Add New Nates

To edit the contact record, click on the Open/Edit CRM Contact Record button and the specific details for that

contact are displayed.

= tDynamics 365 ~ Sales v | contace > TomThumb >

CONTACT ¥
Tom Thumb =

+HEW [SDEACTIVATE &3 CONNECT | ~ [B4ADDTOMARKETINGLIST 2B ASSIGN > EMAILALNK X DELETE (9] CREATEINVITATION @ CHANGE PASSWORD ===

Owner®

& Tom Malanfant

« Summary
CONTACT INFORMATION POSTS ASSISTANT ACTIVITIES NOTES Company
Full Name * Tom Thumb
Fra
dlok Tite RECENT OPPORTUNITIES + =
Account Name = Topic | Est Revenue Est. Close Date | Actual Rever|
Email tomthumb@gmail.com Allposts Autopests  User posts
Main Bhone 1234567890 Tom Thurmb No Opportunities found for this Contact. Select Add (+)
a Contact: Created By Tom Malanfant.
n T ‘s wal
A hone Onfam T
Fax = &
Preferred Method of  Email
Contact
RECENT CASES + =
Address 240 Richmend St W
Toronto Ontario Case Tile | Case Number | imeraction Ty... | Prio|
Canada
CAS-01176-XSFIRG -.. CAS-DI176-XSFIR9  CurbRepair  Nox

CAS-01178-JON6H6 .. CAS-DI178-JONEHE  Graffti Noi|

VeloCITY 365 Version 2.2 End User Guide
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This contact summary record shows all the contact information as well as any posts, activities or notes related to

the contact. It also shows the recent cases created either by the contact themselves on the portal, or on behalf
of the contact when they called your office.

This provides a summary view of the most relevant information for the contact allowing you to quickly assist the
citizen if they are calling about a previous inquiry or related service request.

VeloCITY 365 Version 2.2 End User Guide 12
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Creating a New Contact

If after searching for the contact as described above, there is no existing contact in the system, you will need to
create a new contact. To create a new contact you enter the contact information in the contact details and click
on Add New Contact.

‘ TIP: A minimum of last name AND email address OR phone number are required to create a new
contact.

o] | Dynamics 365 « | Velocity 365 « ‘ Agent Console
@ Agent Console Home: f+]
Clear Search
‘ | Report a Streetlight that's Out Keyword Search ‘ Tags - |
Search Contacts
) & iyouve spotted a broken or leaning pole, expased wires, or apen, broken or missing light fixtures: please call > [kepword search
First Name New utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
LastName O traffic signal issue... [more]
Email newcontact@gmall.com Map
Phone | iz34s67890
[+
Last Name and are required to — ost
w Vaughan Markham
Address Search Richmond Hill Pickering
Search Address |
L J
°
Search Cases
e .
G
ype v
Brampton [ ] °
Toronto
Mississauga
| create New serice Request -]
s, HERE, | Esri, HERE, NPS. - Powered by Eari
[ Create New Alert ]
Cases Created in the Last 24 Hours
<
Case Number Interaction Type Status Created On ~
CAS-01201-KODSP2 Street Lights. Waiting for Details | 3/11/2019 4:51 PM Open
(CAS-01200-11D4MO Street Lights Waiting for Details 3/11/2019 4:46 PM Open

Once you have created the contact, the Contact Details screen is shown.

il |Dynnmiu 365 v | Velocily 365 v | Agentconsole

M Agent Console Home  New Contact % o
Contact Detalls
[ Cose contet | Create Sevie Request for Contact_ = | [LOpervEdt G ContoctRecord Keywora searcn /l
[ kepora searen [2]
it Name = Last Name e
il Addrase newcontact@omall.com Phana Numibar 1234567890
b
Case
[~]
Case Number Interaction Type Status Created On +
No Case Record Found
Activities
[~]
Type Subject Activity Status Priority Last Update
No Activity Record Found
Notes
[~]
No Notes Record Found

VeloCITY 365 Version 2.2 End User Guide 13



GRS Ty ses

From here you can open the contact record in Dynamics 365 to add more details related to the contact. To do
this, you click on Open/Edit CRM Contact Record and the contact record is displayed. This record shows who
created the contact as well as any posts, activities or notes associated with the contact. Any recent cases
associated with the contact are also displayed as well as other details such as personal information, marketing
information as well as contact preferences. The detailed training on editing contact records is part of the Dynamics
365 for Customer Service training and not covered in this guide.

TIP: All settings related to receiving correspondence have automatically been set to “Do Not Allow” to

‘ comply with the various privacy legislative requirement. If the contact requests to receive email these
settings need to be changed to “Allow”.

s |Dynamics B ‘ Sales + | Contacts > New Contact >

+ New [ DEACTIVATE 23 CONNECT | ~ [ ADDTO MARKETING LIST & ASSIGN e EMAILALNK 2 DELETE (@) CREATE INVITATION @ CHANGE PASSWORD ~ =e= x
CONTACT ~
New Contact =
& TomMalant: 1
4 Summary
CONTACT INFORMATION POSTS  ACTIVITIES  NOTES Company
Full Name™ New Contact [Enter post here N vosT_|
Job Title - All posts  Auto posts User posts RECENT CASES +
Account Name - New Contact T CaseTie Case Number Interaction Ty...| Priorit
Emal  mewcon tact@gmail.com PH | contact: Created By Tom Malanfant. -
Main Phone 1234567890 On New Cantact's wall No Case records found,
Today
Atternate Phone
Fax
Preferred Method of ¢ —
Address
4 Details
PERSONAL MARKETING BILLING
Gender Originating Lead a - Currency
Marital Status Last Campaign Date @ — Credit Limit
Spouse/Partner Name - Marketing Materials Do Not Send Credit Hold No
Birthday Payment Terms
Anniversary
CONTACT PREFERENCES
SHIPPING
Contact Method -
PERSONAL NOTES
Email Do Not Allow Shipping Method
Follow Email Allow Freight Terms
Bulk Email Do Not Allow
Phone Do Not Allow
Fax Do Not Allow
Mail Do Not Allow

VeloCITY 365 Version 2.2 End User Guide 14
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Duplicate Contacts

If you are trying to add a new contact and there is already an existing contact, you will receive a pop-up message
indicating that a duplicate contact has been detected. You can click on the Open link to open the contact in
Dynamics to view its properties, or alternatively you can check the box “This contact is not listed above” to
continue creating a new contact.

ynamics 365 « ‘ Velocity 365 ~ ‘AgenlConsole

@ Agent Console Home o
Gear search
[ el | Report a Streetlight that's Out Kepword Search ‘ Togs M ‘
Search Contacts
) & If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call 3 |Keymm Search ‘ Py ‘
First Name ‘ sue ‘ Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
traffic signal issue... [more
Last Name [smn | g [more]
Email [ssmitnagmaiicom | Contacts Details
Phone [prone | -
. Duplicates Dectected X
Ft
Last Name and Email Address or Phone Number aré required to create 3 contact. Sue New Contact
First Name Last Name Email Address Phone Number
Address Search _
sue smith ssmith@gmail.com
Search Adaress |
Search Cases
Duplicate Records Found
Caset [cses |
First Name Last Name Email Address Phone Number

SRType ‘ —— . ‘
Date (From) ‘Wmm/ww ‘ Sue Smith Ssmith@gmail.com 1234567890 Open
Dete (o) [mvgasmy ]
stat s - ;

atus ‘ Status - ‘ [[] This contact is net listed above. Add New Centact
[P — 7

‘ \ e ew \ ‘

VeloCITY 365 Version 2.2 End User Guide 15
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Using Alerts

How to Search for an Alert

Alerts are like notifications which can be made available either internally or publicly. Internal alerts are viewable
by staff while public alerts are available on the portal and viewable by everyone. Alerts can be associated with an
address and are typically searched by subject content. To view an alert, enter the subject in the Keyword Search

and press <enter>, or select a tag from the dropdown.

HH |DynamiCS 365 ‘ Velocity 365 v | Agent Console

@ Agent Console Home [+
Cear Search
[ | Report a Streetlight that's Out Keyword Search - -
Search Contacts.
4 If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call > | tost E]
First Name. First Name Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
traffic signal issue.... [more]
LsstName R g et
Email email Map o
Phone Phone This alert for the lost items.
|+
Last Name and Email Address or Phone Number are required to create a contact. — 5 Show Only Actve Alerts
[2]
Address Search ° Asticles
Search Address [~}
Name KB#
Soscoh Cases ° ° What should | do with found University of T... | KA-01002
Case# Case# ° [ ]
S =
e SRType v {2 View Interal Artcles only
Date (From) mm/ddAyyy
Date (To) mm/ddAyyyy ° Torofo
Status - .
Create New Service Request v
2 HERE, G, NGA, USGS, NS, KRG | G, HERE, 95 Pomerea by £
Creote New et ]
(Cases Created in the Last 24 Hours
o~

By clicking on the specific alert, the details are then shown in the Agent Console window. You can also filter the
results to only show active alerts if desired by checking the box. If you click on the link associated with the alert,
it will open the alert in Dynamics 365 and allow you to edit/update it based on your individual security roles.

VeloCITY 365 Version 2.2 End User Guide
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ynamics 365 ~ ‘ Velocity 365 ~ ‘AgentConsolE

@ Agent Console Home

<]
Keyword Search [%s -]
[ion L]
Alerts
(53
This alert for the lost items.
[ Show Ony Active Alerts
Articles
[~}

Name
What should | do with found University of T... | KA-01002
Too much of Ontaric's waste is gaing to lan... | KA-01000

5 View Intemsl Artces only

0 Georsearen \ —
Report a Streetlight that's Out
Search Contacts
) & If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call >
first Name: ‘Firﬂ Name | utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
traffic signal issue... [more]
Lest Name [Lastame | 9
Email T
[emai | Map
Phone [prone |
*
Last Name and are reau -
Address Search IE‘ °
Search Address |
Search Cases ° °
Coset [caser | °
[ ]
Date (From) ‘ [—— |
Date (To) [moweany | ® Torofo
[t e s e 8
convine S p———
\ G e At ]
Cases Created in the Last 24 Hours
[~
Case Number Interaction Type Status Created On ~
CAS-01158-FGMEPT Two Service Arcas In Progress 3/8/2019 12:10 PM Open
CAS-011ST-TSPIFS Two Service Areas In Progress 2/8/2019 1207 PM Open

Alerts
This alert for the lost items.

Public Description

This alert for the lost items, This alert for the last ftems.

This alert for the lost items. This alert for the lost ftems. This alert for the lost tems, Ths alert for the lost items.This

alert for the lost tems, This alert for the lost ftems.Tris alert for the lost ftems.

Notes For Agent

Location

All active alerts are also shown in the center pane of the Agent Console home screen and you can get more detailed
information on any one alert by clicking on the ....more at the end of the alert message. You can also scroll through
all active alerts with the arrows on the right and left hand side of the alert messages.

Creating an Alert from the Agent Console

To create a new Alert directly from the Agent Console, click on the “Create New Alert” button. From here, the
standard Dynamics functionality of creating alerts is the same as if you were creating the alert directly from
Dynamics. This button is designed to facilitate quicker access to creating alerts for agents.

: | Dynamics 365

@ Agent Console Home

Velocity 365 + ‘Agen!Console

Email Address o

[ Gearseoeh ]
Search Contacts
First Name ir‘m ‘Name ‘
Last Name st Name |
Email ‘ Email ‘
Prone [prene |

are required

Address Search

| Search Address

Search Cases
Cases [caser
SRType B
Date (rom) |-
Date (To) | mmvdaryyy

Status [Sas

r
Create New Service Request

‘ \ T

Report a Streetlight that's Out

& If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call >
Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a
traffic signal issue.... [more]

TR Scarborough

\s{ 1]+

Torggto

| Etobicoke.

e HERE Garrn, NGA, USGS, NPS, NRCan | i, HERE, NPS Powered by Ean

3 ‘ ‘ Cases Created in the Last 24 Hours

Keyword Search o0

Keyword Search
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Using the Knowledge Base

Searching for a Knowledge Base Article

To search for a knowledge base article you can enter your keyword search and press <enter> or select a tag from
the dropdown. You can search for a single word such as “tourist” or a phrase such as “Winter Control”.

@ Agent Console Home [+

[ oo, |

Report a Streetlight that's Out

Search Contacts

& Myouve spotted a broken or leaning pole, exposed wires, or open, broken or missing light fotures: please call Keyword Searcn ]
Hothame: First Name Utilities Kingston immediately using our 24-hour line at 613-546-1181. This is also the number to call to report a [rove—
LastName - traffic signal issue... [more]
Lt Name Lot & Foura
Emat [ Map
rons

= o
e e Cortac | [ Sexeh ] + pans

ot o kA P o s et et B

Addres Search

Sewch Aderess

Search Cases ° °

cos = °
L]
npe =
owe rom
Date o Torofo
[ ]
s Z
Crate Mewservee st

Creste New Aert__ ]

Cases Created in the Last 24 Hours

The resulting knowledge base article is then displayed in the Agent Console. You also have the option of displaying
only internal articles by checking the appropriate dialogue box. If you click on the link associated with the
knowledge base article, the article will open in Dynamics 365 and allow you to edit/update it based on your
individual security roles.

= |Dynam|(s 365 v | Velocity 365 v | AgentConsole

9 Agent Console Home ]
e serch
L Report a Streetiight that's Out Kepword Sesrch =
Search Contacts
& If you've spotted a broken or leaning pole, exposed wires, of open, broken or missing light fitures: please call » Keyword Sesech )
Pt hame: Utilities Kingston immediately using our 24-hour fine at 1181, This is also the number to call to report a
s trafic signal i
ene = ep o
Prone srone Beport » Syeatiiht that's Out
Acd New Contact || Sear 2
e (5 Show Oniy Active Aerts.
(2]
Address Search ~ Articles
Searcn Aderess c
Name e
Search Cases ° ° The science of strest ights what makes ge... | KA-01004
e °
ases
L]
ki 8 View i artces any
Dot mmicaryyry
Do prape Torofo
°
Status
sexen
Create New Service Request -
Create New Atrt ]
Cases Created in the Last 24 Hours
(]
Case Number Interaction Type Status Created On ~
CAS-01158-FEMGPT Two Service Areas. In Progress 3/8/2019 1210 PM Opea g offar dinrsiog SOt gt st gk
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Searching a Knowledge Base Article from within Case Details Tab

You can also search for a knowledge base article from within a case details tab, or a contact details tab. To search
for a knowledge base article from within a case details tab, once you are on the case details tab, enter your
keyword search and press <enter>, or select a tag from the drop down The resulting knowledge base article is
displayed. To associate the article to the displayed case, scroll to the bottom of the article and click on the box
Relevant to this Case and the article will be logged to that case inside CRM. This same process applies to searching
for a knowledge base article from within a contact case detail tab also.

This shows searching for the “Environment” tag in the drop down while on the selected case tab.

Velocity .
¥ Agent Console Home ~ CAS-00258-H7YIM2 X Manga Fruit X o
Cave Detaibs.

o cone | OpenvEs CAM Cae oo | -

CAS.00258. HTYOM2

[+
Articles
[~}
N, Kis
Nates animal foad KA-01005
[~}
Mo Notes Record Found
View intermal Articles oniy
KB Article
Subscribers
o Avimal towd
First Name Last Name. Phane Number KA1005
test ontact
Aside from performed vilamin A, vitamin B12 and witamin O, all vitamins found in animal source foods may
Mange Fruit 2z

in plant-derived foods. Examples are 1ofu 1o replace
ely kombu and
me nutrients

nd ve
ot

When you scroll to the bottom of the article and click on the Relevant to this case link, the knowledge base
article is added to the case.

ynamics 365 v | Velocity 365 v | Age

# Agent Console Home  CAS-00258-H7Y9M2 X Mange Fruit X o
St - <
Caustomer e June 2 Alet
Description 8 Show Oy Actve Alets |
[+
No description sdded Articles
o
Name KBs
— Animal Food KA01005
[+
NoNotes Record Found
8 View intemal Artces only
also be found in plant-derived foods. Examples are tofu o replace meat (both contain protein in sufficient
Subonteus; amounts), and certain seaweeds and vegetables as respectively kombu and kale to replace dairy foods as

"] milk (both contain calcium in sufficient amounts). There are some nutrients which are rare 1o find in
sufficient density in plant based foods. One example would be zinc, the exception woukd be pumpkin seeds
that have been soaked for improved digestion. The increased fiber in these foods can also make absorption
difficult. Deficiencies are very possible in these nutrients if vegetarians are not very careful and willing to eat
Mango Fruit nmmango@mailinator com 123122 sufficient quantities of these exceptional plant based foods. A good way to find these foods would be to
search for them on one of the online, nutrient analyzing databases. An example would be nutritiondata.com

First Name. Last Name. Email Address Phone Number

test contact testeontact.com

Most humans eat an omaivorous diet (comprising animal source foods and piant source foods) though
some civilisations have eaten only animal foods, Athough a healthy diet containing all essential macro and

Activities micronutrients may be possible by only consuming a plant based diet (with vitamin B12 obtained from

o supplements if no animal sourced foods are consumed), some populabons are unable to consume an
ey gt e e Py adequate quantity or variety of these plant based items to obtain appropriate amounts of nutrients,
particularly those that are found in high concentrations in ASF.[1)(2] Frequenty, the most vulnerable
No Activity Recond Found populations to these micronutrient deficiencies are pregnant women, infants, and children in developing

countries. In the 1980s the Nutrition Colaborative Research Support Program (NCRSP) found that six
micronutrients were low in the mostly vegetarian diets of chikdren in mainourished areas of Egypt, Mexico,
and Kenya (1) These six micronutrients are vitamin A, vitamin B12, riboflavin, calcium, iron and zinc (1) ASF
are the only food source of Vitamin B12.(3] ASF also provide high biological value protein, energy, fat
compared with plant food sources
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If you click on the Open/Edit CRM Case Record link to open the case record inside CRM, then click on the KB
Records link, you will see the record associated with the case as shown.

2l Dynamics 365 « Service ~

B savEaROUTE 4 New £, CREATECHID CasE [ mesowvecase [ cancetcase B, ADDT0QUEUE 0 QUEUEMEM DETAILS 38 ASSIGN 15 DO NOT DECREMENT ENT... s x
CASE ; VELDCITY 365 AGENT ¥
CAS-00258-H7Y9M2 - Abandoned Property = rrecy Gqmacn - o
Normal Bs2s20 143PM In Progress & Nidhi Mist
F) | Research Resolve
R Mango Frit
a click to enter
 Find Case @ CAS-00258 HTYOM2 -
Phene to Case Process (Active for 67 days) Next Stage @ ~
4Interaction Summary 5
Detalls POSTS ACTVITES KBRICORDS NOTES 1 Type Spacific Details
Reference: o & CAS-00258-HTYIMZ (CAS-00258-HTYIM2 - Abandoned Property Do
Custamer” I Mango Fruit )
B frd Belovence = AbandenedProperty
Interaction Type @ Abandaned Property Fities Rawalt By
m How to Protect Public Owned Trees
All srticles .
Trees on boulevards are public property and an important part of Ci
Al published articles 322008 AND & i ek
Description .
Madified on 4/11/2018 | @ 0 Name. CAS-00258-HTYOM2 - Abandaned Property
Df Yest By Andrew Aprl Ouner & Midhi Mishea
Trees an = public praperty and sn impartant part of City
Maified on 4/11/2018 | @0
& Custom Flelds
SLA
Internal Submissian?
First Response By @ —
Resalve By a -
External System Details
[I— 8- Select the link below 1o edit the type specific details
It i B CAEANISE HTVOMT . Bhandnmad Brnnari =
Active ]
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Service Requests

Searching for a Service Request by Case Number

To search for an existing service request (case) by case number, enter the case number in the search field and
press [Enter} or click Search. The case location is then centered on the map and the case number and status is

displayed as shown.

4 Agent Console Home

[ =

Search Contacts

First Name

Add New Cortact | [ Sewrcn

s CAS.01156.¥2L5T0

[sewrer]

Create New Service Request

Croste New Aert

Report a Streetlight that's Out

& If you've spotted a broken of leaning pole, exposed wires, or open, broken or missing light fotures: please call » Keyword Search
3-546-1181. This s also the number to call to report a

Utilties Kingston immediately using our 24-hour i

s i E
,,E‘ I i &

Cases Details
Case Number Interaction Type Status Created On ~
CAS-01156-Y2L5T0 Street Lights Wisiting for Details | 3/8/2019.829 AM

To open the case, click on Open and the Case Details screen is shown in the Agent Console screen.

ynamics 365 ~

@ Agent Console Home  CAS-01156-¥2L5T0 X

Case Detalls
Case Cane |
ekl CAS.01156.¥215T0)
Request Type Street Ughts
Customer T
Deseription

Mo deseription added

Subscribers

First Name Last Hame

Velocity 365 ~ | Agent Console

Opened On 382019 520 AM

Waitng for Detais

Emall Address Phane Number

Mo Subscribers Record Faund

Keyword Search

Keyword Sesreh
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You can add/update notes related to this specific case, much the same way you can add/update notes related to
a contact. To add or update notes from the Case Details page, enter the note and click on the “save” button. The
notes are saved and information is added showing the name of the person who entered the notes, as well as the
time and date they were entered. If the note is subsequently update, the updated time and date are also shown.

== ) Dynarnics 365 ~ Velocity 365 | Agent Console
@ Agent Console Home  CAS-01177-B2K4C4 X P
Case Detaile
[[cose case OpenVEat CRM Cae Recors Kepword Search .
Kepwerd Searen =]
Case # (CAS-01177-B2K4C4 Opened On 1172018 557 AM
Request Type Street Lights. b Waiting for Detalls
Customer P
Deseripti
[+
MNotes
o
N Notes Record Found
A New Nates
[
Subscribers
S
First Name Last Hame. Email Address Phane Number
No Subscribers fecord Feund

If you need to edit the case further in Dynamics 365, you can click on Open/Edit CRM Case Record and edit any of
the properties associated with the case. The detailed training on editing case records is part of the Dynamics 365
for Customer Service training and not covered in this guide.

Service ~ | Cases > CASOD191-S2M6FS

| Dynamics 365 ~

Bsmearoun +new  Lpoeaechincase [iresowscase Dicanceicase Bacotoousve [ cuevememoerans  $8assiGn B3 00 NOT DECREMENT ENT..

CAS-00191-S2M6F5 - Property = Py Geaon - Ourer
= Normal B5/4208 104 PM In Progress & SYSTEM
Edenﬁjmhmdmﬂm P Research Resalve
+ Find Customer B K Frust b
dlick ta enter
@ CAS-00191 S2MEFS - P
Phone ta Case Process (Active for 80 days, 21haurs)  Next Stage @ p
4Interaction Summary
POSTS ACTIVITIES KBRECORDY NOTES Type Spediic Detalls
B CAs-00191-52M665 CAS-00191-5ZMBFS - Property o
. it s femd Relewance = Select the link below to edit th fic detal
8 Property — ect the link below o edit the type specific detalls
Wb How to Protect Public Owned Trees Interactien B CAS-00191-SZM6FS - Property

important port of City.

Al published articles

Deseription

SLA

First Respomse By B
feschve By 8-

Trees on boulevards are public property and an
rastructure.BY.

Modified on 4/11/2018 | &0

@ Test By Andrew April
I u

levards are pube proy
re BY.

0 AMENDMENT

perty and an important part of City
AMENDMENT parp

amene | @0
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Searching for a Service Request by Service Request Type

If you do not know the case number, you can also search for the case by SR type. To do this, select the SR Type
from the drop down list and either press {Enter} or click on Search.

i I Dynamics 365 v | Velocity 365 | Agent Console
@ Agent Console Home [+
0 Gear Seach -
Report a Streetlight that's Out Keyword Search o= .
Search Contacts ™
& If you've spotted a broken or leaning pole, exposed wires, or open, broken or missing light fixtures: please call > Keyword Search ye)
First Name First Name Utilities Kingston immediately using our 24-hour line at 613-545-1181. This is also the number to call to report a
Last Name . traffic signal issue.... [more]
Emai -
Prone wone.
Acd New Contact | [Sech | )
Last Add tact —
Address Search °
Searcn Accress
[ ]
L] °
Search Cases.
Cases Cases
5 L]
SRType Street Ughts -
Date From)
L]
Date (To) Pot hoe ~ 2
| Broken Poie
Request New Lght =
Street Lghts - | |
e o <A cs = o
Trees p
Cases Details
[~
Case Number Interaction Type Status Created On ~
CAS-01156-¥2L5T0 Street Lights Waiting for Detals | 3/8/2019 829 AM Qpen
CAS-01155-W3QILT Street Lights Waiting for Detas | 3/8/2019 824 AM Open

The service requests for the selected type appear in the Agent Console screen and also on the map. You can
view the case number, status and the date the case was created. If you need to view additional details about
the case, you can click on the link to open the case in the Agent Console.

=22 | Dynamics 365 + ‘ Velocity 365 + ‘Agenttonscle

@ Agent Console Home  CAS-01156-Y215T0 X o
Case Details
| Po— 7
Keyword Search o
Case# CAS-01156-Y2L5T0 Opened On 3/6/2019 8:29 AM
Request Type Street Lights status Waiting for Details
Customer pr—
Description
[~
No description added,
Notes
=]
No Notes Record Found
Add New Notes
Save
Subscribers
o
First Name Last Name Email Address Phone Number
No Subseribers Recard Found
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This view shows the description of the case, notes and activities as well as a list of any people who have
subscribed to be notified about the case. If you need to edit the case in Dynamics 365, you can click on
Open/Edit CRM Case Record and edit any of the properties associated with the case. The detailed training on
editing case records is part of the Dynamics 365 for Customer Service training and not covered in this guide.
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Searching for a Service Request using the Map

You can also view the cases by type on a map and quickly identify the specific case you are interested in. To do
this, you identify your search criteria in the search cases area and click on Search. The resulting screen shows all

the cases matching your criteria.

H IDynami(s 365 v | Velocity 365 v | AgentConsole

# Agent Console Home
Last Name Last Name Map

Ena

prore  [prone

Last Name 2 Email Address or Phone Number are requred to creste s contact.

Address Search

Search Adcress

wnr
Search Cases ‘@’
Comee o
sR1ype Viegal Anemal - EOA .
Date (From) [rvs—
Date (1o /ety
Etobicake.
status
Sexrcn
Create New Service Request G S
Cases Details
Case Number

CAS-00230-D4HAVT
CAS-00226-WIP2V3
CAS-00136-8910T2

CAS-00135-10Q0D2

nteraction Type
Tlega! Al - EDA
Tegal Al - EDA
Tlgal Al - EDA
Hlegal Al - EDA

Scavoroun
\=‘:4
w
o
Status Created On =

I Progress 5/142018 308 M
In Progress 5/10/2018 351 PM
In Progress 5/2/2018 1:13 PM
I Progress 212018 1232 PM

3

From here you can zoom in and out or see the specific details regarding any of the cases shown on the map by
clicking on the specific case. A dialogue box appears showing the location, status and SR type. You can also click

on the magnifying glass to center the map on that case.

Velocity 365 ~ | agen

4 Agent Console Home
Lt Hame: Last Mame: Map
Emai o
+
Frare orane
- CAS-00115-W952X2 o x
70 tew Contse | [Sesen a
are required ‘@ " Type llegal Animal - EDA -
addee
Address Search St In Frogres |
Search Acaress -
-3.74 a
Search Cases v
-]
ot Caoae
saTipe .
Cate From) - -:q;‘mw ‘E
e ) 5 Etonican -g-;i\‘.v & @
st tatis
Search
Create New Service Request. o 1L IECR IS, O |
Cases Details
Case Number Interaction Type Status Created On =
CAS-00230-D4HAVT Wegal Anims - EDA S/472015 308 PM
CAS-00226-WP2v3 51072018 351 oM
CAS-00138-8340T2 /22018 113 PM
CAS-00135-L00002 /272018 1232 PM
CAS-00126-J6F8B1 S8 238 PM
a5 00115-Wes2z Mgl Animsi - EDA 473072018 &35 PM
CAS-00114-GERIMT Hiegal Animai - EDA 473072018 449 PM
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Creating a new Service Request from a Contact Record

To create a new service request for a citizen, once you have the contact record displayed on the Agent Console
screen as shown, click on the drop down list Create Service Request for Contact and select the required service
request type.

1] |Dynamics 365 Velocity 365 v | agent Console
A Agent Console Home  kiwi fruit o
Contact Details.

e st ot

Kaywora Sewen

I:I| e L2)

Abandoned By

- bn Type Statuss Created On =

Activitics

Type Subject Aetivity Status. Priarity Last Update
Mo Actwity Record Found

The Dynamics 365 service request screen is displayed and you can complete any additional information
such as description and also enter the required location details. Once all the information is created, you
click on the save icon in the bottom right to save the record.

Creating a new Service Request from the Agent Console

You can also create a new service request right from the Agent Console home screen by clicking on the drop
down in the Create New Service Request link and selecting the service request type.

# Agent Console Home 5

This is a new non address specific test alert created today

Search Contacts « »
. This s 2 new nan address specific test alert created today—. [mars) o
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A Dynamics 365 form is opened and you can enter all the contact and location details.

Tip: To subscribe a citizen (other than the contact associated with a service request) to a specific
service request, you must first create the service request. Once the service request is created,
‘ you can either open it to add the subscriber, or you can open the contact and subscribe them to
the specific service request.

Creating a Service Request for a Contact from within a Knowledge

Base Article

While you are working with a specific contact, if you have a knowledge base article displayed, you can also create
a service request for the contact, directly from the knowledge base article. To do this, once the knowledge base
article is displayed, scroll to the bottom of the article and click on the link Create Service Request for this Contact
from this article. Select the appropriate case type from the drop down list to create the case.

i lDyllclrrll(> 365 « | Velocity 365 v | Agent Console

M Agent Consale Home  Apple Fruit x

Case Number Interaction Type Status Created On +
CAS-00292-HOK2D3 Trial 1 6172018 542 PM Coen Articles
CAS-00291-Z3VSVT 172018 530 PM

CAS-00 /172018 537 PM Oren

6/1/2018 536 PM KA-01001

CAS-00268-KD

Activities

Type Subject Activity Status. Priority Last Update

Canfirm your sccount CRMO0000,. | Completed Normal 67172018 246 M

What You'll Earn

e

Create Service Request for this contact from this artic v&
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The new case record is displayed with the Contact information pre-populated and the knowledge base article
already linked to the case as shown.

Velocity 365 ~ | Abandoned Property > New Abandoned Pro..

Esave p'saveaclose =+ New S FORM EDITOR

ABANDONED PROPERTY : ABANDONED PROPERTY AGENT ~

New Abandoned Property =

< Abandoned Property Agent 2
Main
Name* & - Case a-
Customer” IS Apple Fruit Origin
Knowledge Article Park maintenance workers. Subscribe a
Description
Contact Details
First Name & Apple
Last Name & Fruit
Email & nmapple@mailinator.com
Primary Phone & -

Alternate Phone a-

4 Location Details

Location Details
Street 1% aiy*
Street2 County
Streat 3 State/Province
Post Office Box Country/Region
ZIP/Postal Code - UTC Offset
Latitude
Longitude
processing request. H

Once you complete the remaining location details for the specific service request, you can save the record.

:> Tip: You can manually fill in the location of the issue, or alternatively use the map to identify the
specific location, polygon or intersection.
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Creating a Service Request from the Map

To create a Service Request from the map you select the appropriate service request type on the Agent Console

Screen as shown.

B |Dynamics 365 v | Velocity 365 v | AgentConsole

1 Agent Console Home [~
Cear Search
[ This is a new non address specific test alert created today Keyword Search — - ‘
Search Contacts. « B > r
This is a new non address specific test alert created today... [more] [ eywora Searcn El
First Name First Name g
Lastiome; Last Name Map
Emai Email - = =
+ [ - North Yo Searvorouan
Phone Phone — B
Y
1 \ A
L= | Maton
i ~
g \
Address Search e e
Y 1
[ searen Ageress | N f
Y A {
> ¥
\ :
/ N <4
. / -
L el . d, Toronto . /
B~ _
S y v
? 4
i
2
Abandoned Trampoline ¢
Aggressive Cat U
Mississauga \g
Cnid eat B
Agreesive @ o
Child Dog - o5 I r"\\
Crete New service Request . E HERE, Garme, NGA,USGS, NPS, NRCan | B, HERE, WP P
Cases Created in the Last 24 Hours
[~
Case Number Interaction Type Status | Created On ~
(CAS-00380-K0Q2Z4 Abandoned Property Waiting for Details ‘ 8/15/2018 9:50 AM Open
CAS-00379-L1VER3 Jazz Waiting for Details | 8/14/2018 11:20 AM Open
i

Once you select the desired service request type, the new service request form is presented. Scroll down to the
map area and you can select either a point, polygon, or intersection to identify the location of the service request
on the map. The screen shot below demonstrates the use of a single point to identify the location.

SANDBOX

H lDynamics 365 + ‘ Velocity 365 v | Abandoned Property > New Abandoned Pro—

Bsave gPsaveacose = New  [E FORM EDITOR

ROPER: ROPERTY AGENT ~ |

[
New Abandoned Property =

\\ EEEA
";, -\"\

Push Pin Tool Information

e s S

Sy N
< :

,@@

o

SO

Formatted Location* @ —

Once you drop the pin on the desired location, the screen refreshes to show the actual address in the location
details section. You can now fill in the remaining information (contact, etc) and save the service request.
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Using a point or an intersection will be the most frequently used means for identifying the location. If you were
trying to identify a specific region for a specific interaction type such as basement flooding or to select a region

affected by a weather event, you would typically use a polygon to identify the area in question.

Dynamics 365 v~ = Velocity 365 v | basementflooding > New Water Service

Esave Psaveaclose  # NEw  [E] FORM EDITOR

Nevv\/\/aterSerwce -

D) e, =" Y )
L 8 for, . 3 £d' % | Location

O Point

e P
Esti, HERE, Gammin, INCREMENT P. NGA, USGS, NRCan Powered by Esr

Updating the location on a Service Request

To update the location on an existing service request, you search for the service request, then open it in Microsoft
Dynamics CRM. From here you can either type in the new location, or click on the map and move the
point/intersection/polygon to identify the new location. Once you have updated the location information, you

can save the service request and the information is updated.
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Adding Activities to an existing Service Request

To add an activity to an existing service request, you open the specific service request in Microsoft Dynamics CRM
and click on the Activities tab in the center pane. From there you can add a phone call, email, or task.

i lDynamiCS 365 ‘ Service ‘cEses > CAS-00380-KOQ2Z4.. >

EASAVE&ROUTE 4 NEW £, CREATECHILD CASE [ RESOVECASE [ CANCELCASE B, ADDTOQUEUE [ QUEUEITEM DETAILS  $BASSIGN  §5 DO NOT DECREMENT ENT..  see X
[case -verocmy 365 acent ~ |
CAS-00380-K0Q2Z4 - Abandoned Property = py o
p y = Normal Ba1s208 9:50 AM Waiting for Det. & Tom Malan:

| submitted (Active for 20 minutes) F ) inProgress Researching Assigned Resolved / Completed
' Status Reason Waiting for Details

First Response Sent? * No

ABS - Case - Default Business Process (Active for 20 minutes) Next Stage © ~

“Interaction Summary =
Details POSTS ACTIVITIES KB RECORDS NOTES Type Specific Details

8 CAS-00380-K0Q2Z4 All - | Add Phone Call Add Task e vy

B Testy fruit
We didn't find any activity records. o

Interaction Type @ Abandoned Property

AbandonedProperty

Description
Y CAS-00380-K0Q2Z4 - Abandoned Property
- & Tom Malanfant

8 Custom Fields

Intemal Submission? [
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Changing the Service Request Type

In order to change the service request type, you need to be in the “Velocity 365 Manager” view of the case form
within Dynamics 365. Open the case record and navigate to the Admin section of the Case form. Once here, you
select the checkbox “Override submitted type” and the system will display a warning message as follows:

“Warning: Overriding the request type will create a new case and cancel this current case record. Current
customer and location details will be transferred to the new case, but all other custom details will need to be
added manually to the detailed record. To proceed, select a different service request below, and save the current
record. Uncheck this box to cancel”

&2 IDynamics 365 ~ ‘ Service ‘ Cases > CAS-D0364-SANINT.. » SANDBOX
ELsavesroute  new 4 createcHiupcase  [Dresowvecass [k canceLcase B, apoToqueve [ QUEvEmEMDETALS  $8ASSIGN  §5 DO NOT DECREMENT ENT.. == X
(| case e ses waniacer = |
= - - o Priority Created On Status. Owner
4N3N7 Abandoned Property - |Namu| B708/2018 204 M ]ln?mgms & TomMalanis |
T s Y )= )
' Find Customer * B Mango Fruit
Fiet Cordct efick to enter
¥ Find Cace B CAS-00364-S4NINT - AL 1
Phone to Case Process (Active for 28 days, 20 hours)  Next Stage © ~
+Admin
Ovent
Override submatted Type ®)
iding i i Case record. Current C e but detailswill To proceed,
el Uncheck this box to cancel,
Override to New Request Type™ -
Overide Date a [w1er0s ]
Override By 8 Tom Malantant
New Parent Case a-
» Velocity Admin
4 Conflicts Tab &

Once you have selected the new service request type, you save the record and the changes will be reflected. You
will also receive an email advising the type has been changed.

The screen shot below lists the cases for Mango Fruit and shows the original case as Abandoned Property with a
status of “Type Changed” and the new case with the type of Aggressive Cat.

i | Dynamics 365 « | Velocity 365 v | rpertcomsor SANDBOX
# Agent Cansole Home  Mango Fruit X | Apple Fruit X Peach Fruit X Tasty fruit X Kiwi fruit X CAS-00383-REWSKD X =
Contact Detalls
[Lciose Cartact | .J [LopenvEsic ] Keyword Search o -]
Kepword Search {pj
FirstName. [Morgo | astare [Fmt |
et pcess [rrrwoamatramean | rronerumer o= ]
Case
4]
Case Number | Interaction Type Status Created On +
CAS-00I1-KIG5K2 Aggressive Cat i B/16/2018 1013 M Opra
L — S R0% S4BT bandoned Property Type Changed 71672018 204 PM Gom T,
CAS OORRFVSH llow InProgre: ten
CAS-00260-HIVEV2 Recycled Garbage not picked up Prablem Solved 5252018 231 PM Soen
CAS-00258-NOB3TS Recyeled Garbage not picked up In Progress /2572018 220 P Ooen
CAS-02SEHTYOM2 Abarcdoned Property InProgress 572572018143 Pt Open
CAS-00257-180063 Test nteraction type I Progress 5/25/2018 136 PM Oorn B
CAS-00251-R505Q2 Property In Progress /2272018 806 PM Open
CAS-00227-ZIXTRA | Request pickup for household hazardou.. | In Progress 5/11/2018 636 PM Ogen
CAS-00223-GSCAT? Ciupicabra Sighting In Progress S5H10/2018 221 PM Qgen
Fage 1p
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Subscriber Management

What is a subscriber?

A subscriber is a contact that has been “associated” with a service request. By adding a contact as a subscriber
they receive notifications about that specific service request based on the criteria set up for notifications for that
service request type. If the service request type has been configured to send notifications when the status
changes for example, then any contact who has been subscribed to the service request will receive a notification

advising them of the update in status.

Tip: In order for a contact to receive notifications, the contact must have “opted in” to receive
‘ notifications via email under their profile. These notifications are set to “opt out” at registration
to comply with your geographic privacy legislation.

How to add a subscriber to an existing service request

In order to add a subscriber to an existing service request you need to open the specific service request in
Microsoft Dynamics CRM. Once the service request is open, you navigate to the “Attachments” section of the

form and from there you can add the subscriber as shown.

i lDynamics 365 ‘ Service ‘cEm > CAS-00370-Q6R7I0... >

B4 SAVERROUTE 4 NEW %, CREATECHILD CASE  [3 RESOLVECASE [ CANCELCASE  E), ADDTOQUEUE [ QUEUEITEM DETALS  #8ASSIGN = MERGEALL POTENTIALD... === X

E’.‘AS—O(537QO-DQ6R7JO - Abandoned Property =

Qwner*

Status er
& TomMalanf. ¢

Priority
877252018 1100 AM | In Progress

Normal

[Idenﬁiy {Active for 40 days, 22 hours) F ) | Researd h Resolve.

+/ Find Customer® BR Tom Malanfant
Find Contact «lick to enter
V Find Case @ CAS-00370-Q6R7J0 - At
Phone to Case Process (Active for 40 days, 22 hours) Next Stage © ~

4 Case Attachments

Gallery & subscribers

Name A Case Status Reason |  Created On

(CAS-00370-Q6RTJ0-Kiwi CAS-00370-Q6R7.0 - Aband: Adtive 8/16/2018 11:14 AM

CAS-00370-Q6R7J0-Mango. CAS-00370-Q6RTJ0 - Abandoned .. Mango Fruit Adtive 7/25/2018 11:15 AM
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Managing Duplicates

How to detect potential duplicate service requests

When a call center agent creates a new service request, a background duplicate detection process is initiated and
any potential duplicates are identified within Dynamics CRM. These are not readily visible to the Agent when
taking the information as you always want to record each call, then identify potential duplicates to avoid multiple

responses.

To illustrate, we already have an existing “Abandoned Property” service request and so if the call center agent
attempts to create a new Abandoned Property service request at the same address, they will see the “Potential

Duplicate” in the “Related” section of the form as shown below.

&+ I Dynamics 365 ~ ‘ Service v | Cases > CAS-00392-15TBK7 -.. >
L SAVE&ROUTE  + NEW £, CREATECHILD CASE [ RESOLVECASE [ CANCELCASE DL ADDTOQUEUE [l QUEUEITEM DETALS S8ASSIGN = MERGEINTO IDENTIFIED P.. == X
‘CASE - VELOCITY 365 MANAGER ~
CAS_00392_L5T8K7 _ Abandoned Pro ert = Priority Created On Status Ouwner*
p y = Normal Bi2/16/2018 10557 AM Waiting for Det & Tom Malan ¢
| Submitted (Active for 9 minutes) F ) . InProgress Researching Assigned Resolved / Completed

V Status Reason Waiting for Details

First Response Sert? * Ne

ABS - Case - Default Business Process (Active for 9 minutes) Next Stage @ ~

» Case Attachments

4 Related

Potential Duplicates Merged Cases Associated KB Articles

+ Case Title 4 Case Number | Interaction Ty...| Channel +

Connected Ta Role (To) Description No Case records found. Title (Knowledge Article) | Knowledge Us..|  SentTo Custo..|  Knowledge Ar..
 CAS-00370-Q6R7J0 ~.. Has Potential Duplicates No Knowledge Article Incident records found H

4« Admin

Override Settings

Override Submitted Type =]

Merging a potential duplicate into Identified Parent Case

Once a case has been created and has been tagged as a “Potential Duplicate”, it will have an identified Parent
Case associated with it. In order to merge the case into its parent case, you first open the case tagged as a
potential duplicate in Dynamics CRM and scroll down to the “Related” section of the case form. After reviewing
the case to determine if it is a true duplicate, you then scroll to the top of the Ribbon menu and click on “Merge
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into Identified Parent” and the current (child) case will be assigned a status of “Cancelled” and the case now
appears in the “Merged” cases sub grid on the parent case.

|Dynamics 365 + ‘ Service v | Cases > CAS-00392-L5TBK7 -.. >

B savE&ROUTE 4 NEW £, CREATECHILD CASE [} RESOLVE CASE [ CANCELCASE B, ADDTOQUEUE [l QUEUE ITEM DETAILS  §&ASSIGN = MERGE INTO IDENTIFIED P == ¥ X

CASE : VELOCITY 365 MANAGER ™

CAS-00392-L5T8K7 - Abandoned Property = | roos Goaon | o o
p y = Normal 881612018 10:57 AM Waiting for Det & Tom Malanf 1
| Submitted (Active for 41 minutes) F ) inerogess Researching Assigned Resolved / Completed
¥ Status Reason Wiaiting for Details
First Response Sent? * No
ABS - Case - Default Business Process (Active for 41 minutes) Next Stage @ ~
L | N
4 Related
Potential Duplicates Merged Cases Associated KB Articles
+ Case Title Case Number | Interaction Ty... | Channel +
Connected To A Role (To) Description No Case records found. Title (Knowledge Article) | Knowledge Us..| SentTo Custo..| Knowledge Ar...

& CAS-00370-Q6R7J0 .. Has Potential Duplicates No Knowledge Article Incident records found.

Now when you go and open the Parent case in Dynamics CRM and scroll down to the “Related” section of the
case form, the child case shows as a Merged Case into the Parent.

Dynamics 365 « ‘ Service v | Cases > CAS-00370-Q6RTIO.. > J °
B4 SavE&ROUTE 4 NEW £, CREATECHILD CASE [ RESOLVECASE [X CANCELCASE B, ADDTOQUEUE [0 QUEUEITEM DETAILS $8ASSIGN = MERGE ALL POTENTIAL ... x
‘CASE : VELOCITY 365 MANAGER ~
CAS-00370-Q6R7J0 - Abandoned Property = ey Geor e o
p y = Normal 8772512018 1109 AM In Progress & TomMalani. ¢
| identify (Active for 22 days) F ) Research Resolve
+ Find Customer™ PR Tom Malanfant
Find Contact dlick to enter
 Find Case & CAS-00370-Q6RTJO0 - A
Phone to Case Process (Active for 22 days) Next Stage @ ~
4Related
Patential Duplicates Merged Cases Associated KB Articles
+ Case Title Case Number | Interaction Ty...| Channel Created On 4. +
Connected To A Role (To) Description CAS-00392-LTEKT - Aba... CAS-00392-L5T... Abandoned Pro.. 8/16/2018 10:57 Title (Knowledge Artice) |  Knowledge Us..| SentTo Custo..| Knowledge Ar..
No Connection records found. No Knowledge Artcle Incident records found.
< I «m ) 3 m
|
4 Admin
Override Settings
Override Submitted Type 5]
AN
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Merging potential duplicate child cases from a parent case

If multiple cases are created and the system has identified them as potential duplicates, you can merge all the
duplicate child cases once you have confirmed they are in fact, duplicates. To illustrate we have created 2 new
Abandoned Property cases at 240 Richmond St, in Toronto. They have been identified as potential duplicates of
the parent case. When you view the parent case and scroll down to the related section of the case form, you see

them listed as potential duplicates as shown below.

FH IDynamics 365 + | Service v | Cases > CAS-D0370-Q6R7J0.. >

B savE&ROUTE 4 NEW £, CREATECHILD CASE [} RESOLVE CASE [ CANCELCASE B, ADDTOQUEUE [ QUEUEITEMDETALS S8 ASSIGN = MERGE ALLPOTENTIALD.. == b
CASE - VELOCITY 365 MANAGER ™
CAS-00370-Q6R7J0 - Abandoned Property = ey
y = Normal B7725/2018 11:00 AM In Progress & Tom Malanf: ¢
Identify (Active for 22 days) F ) | Research Resolve
¥ Find Custorner ™ B Tom Malanfant
Find Contact dlick to enter
 Find Case @ CAS-00370-Q6R7J0- AL :
Phone to Case Process (Active for 22 days) Next Stage @ ~
4Related
Patential Duplicates Merged Cases Associated KB Articles
+ Case Title 4 Case Number | Interaction Ty...| Channel +
Connected Ta Role (To) Description CAS-00302-L5TBKT - Aba... CAS-00302-L5T.. Abandoned Pro... 8 Title (Knowledge Article) | Knowledge Us..| SentTo Custo..|  Knowledge Ar..
/ CAS-00393-BTMTJ7 -... Potential Duplicate No Knowledge Article Incident records found.
- CAS-D0304-M4Z3V0 ... Potential Duplicate

In order to merge these you click on the “Merge All Potential Duplicates” in the top ribbon bar if the case form,
and select the current case as the parent case. All potential cases are then merged to the parent case and potential
duplicates are no longer visible in the “Potential Duplicate” sub grid on the parent case and are now shown as

“Merged Cases”.
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i IDynamics 365 ~ ‘ Service v | Cases > CAS-D0370-Q6R7I0.. >

ELsAVE&ROUTE 4 NEW  £.CREATECHILD CASE [ RESOLVECASE [ CANCELCASE B, ADDTOQUEUE [l QUEUEITEM DETAILS $2ASSIGN = MERGEALLPOTENTIALD.. == X
‘CASE - VELOCITY 365 MANAGER ¥
CAS_00370_Q6R7JO _ Abandoned PI»O ert — Priority Created On Status Owner*
p y = Normal 877252018 11:09 AM In Progress & Tom Malanf. ¢
Identify (Active for 22 days, 1 hour) F ) Research Resolve
' Find Custorner™ =3 Tom Malanfant
Find Contact click to enter
 Find Case @ CAS-00370-Q6R7J0-Ab. :
Phone to Case Process (Active for 22 days, Thour) Next Stage @ ~
4Related
Patential Duplicates Merged Cases Associated KB Articles
+ CaseTitle 4 Case Number | Interaction Ty...| Channel ) +
Connected To Role (To) Description c 4-M4Z3Y0 - Ab... CAS-00384-Md... Pro.. 8 Title (Knowledge Article) | Knowledge Us..|  SentTo Custo..|  Knowledge Ar..
No Connection records found. CAS-00303-BTM7JT - Ab.. CAS-00393-B7... Abandoned Pro... s No Knowledge Article Incident records found
CAS-00392-L5TBKT - Aba... CAS-00302-L5T... Abandoned Pro... 8

Informing Subscribers their Case has been Merged

If cases have been merged and they had individual subscribers, Dynamics CRM looks for any subscribers on the
merged cases and copies over all subscribers to the updated parent case. Simultaneously, Dynamics will send out
notification emails to all copied subscribers that their case base been merged and the email will contain a link to
view the details of the parent case. If the subscriber of the original case was to login to the portal, they would see
the new Parent case in their view of “Cases that | am subscribed to” and could view the details of the case.
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