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1. About CloudCherry

CloudCherry is a Real-time, Omni-channel End-To-End Customer Experience Management platform
that lets brands track, measure & improve Customer Delight - thereby increasing profitability, reducing
customer churn and improving loyalty.

The SaaS product is the perfect tool for Feedback collection, Customer Experience Management and
Customer Experience Measurement for SMBs and enterprises.

One of the key aspects to improving Customer Experience is closing the Loop with Customers when
they face an issue. Through the integration between Dynamics ticketing module and CloudCherry,
every customer issue provided in the form of feedback can be automatically raised as a ticket in
Salesforce and can be tracked, managed and closed effectively.

The app handles the following:

* Set up notifications in CloudCherry and Create and maintain the relation with Dynamics
» Update data on your CloudCherry (CEM) platform whenever any action is taken

2. Workflow

Survey Triggering Actions in CRM
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3. CRM Flow

3.1 Setting up configuration for the first time:

3.1.1 Once user login to CRM, go to “Advanced Settings”.

Dynamics 365 ~ | Sales shboards g g pawan sonone

= I Save As - New “ 7 SetAsDefault () Refresh All N .
Personalization Settings

o

Gy Home .. Advanced Settings

e Sales Activity Dashboard ~

O Recen e Toast Notification Display T...

57 Pinned ~ About

Open Opportuniti & All Opportuniti &
pen Opportunities pportunities Open Leads Privacy & Cookies

My Work Opportunity Pipeline by Sales Sta Opportunity by Status

Software license terms
15 pashhoards < @ (blank) Close (@ Develop po> @ Lost Open @ Won N

3.1.2 Navigate to “Solution” from site map

Dyna mics 365 ~ Settings v Business Management

Settings

Business Customization System

Customizations @ Administrz

Business Manageme...

H+

Templates T Solutions m Security
I

Product Catalog \,-1icros-:1 Create, import, export, and publish thirc
]

N E =&

Service Management = Plug-In Trace Log System Jo

ol
Mobile Offline Solutions History Document
Sync Error E Auditing

0
0

a0

3.1.3 Open “Cloudcherry” solution from the list of solutions
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Dynamics 365 ~ | Settings ~ | Solutions

All Solutions ~ o
PIXE EFREED A B @@ | voesces-

| Name | Display Name | Version I Installed On +| Package TI Publisher Description (@)
s e o oy = S me L R RTINS e .
msdynce_PortalPrivac..  Portal Privacy Extensic.. 9.1.7.2 19-07-2019 Managed Dynamics 365 Extends portal capabilities by providing addition...
MicrosoftPortalDepen..  Dynamics 365 Portals ..  9.1.4.0 19-07-2019 Managed Microsoft This solution contains Portal dependency solutio...
DataExportService Data Export Service fo..  1.0.0.0 19-07-2019 Managed Microsoft Dynamics 365 Data export service provides the ability for custo...
CloudCheryy_Unmana... CloudCheryy Unmana.. 1.0.0.0 14-07-2019 Unmanag.. Cloud Cherry
CloudCherry Cloud Cherry 1.0.04 14-07-2019 Managed Cloud Cherry
ResourceSchedulingD...  Field Service Demo Da.. 1.2.0.1 01-07-2019 Managed Dynamics 365 Demo Data for Field Service
ProjectServiceDemoD...  Fabrikam Manufacturi...  3.0.0.3 01-07-2019 Managed Dynamics 365 Field and Project Service Dema Data Package

3.1.4 This will open the configuration page, where user must enter valid
CloudCherry credentials.

You cannot directly edit the com) yonents within a managed solution. If the managed properties for solution components are set to allow customization, you can edit th
from another unmanaged selutic n.

Solution Cloud Cherry

CloudCherry Credentials
g?lr:crrrat'or

% Configuration CloudCherry Username
Components CloudCherry Password
> % Entities
B option Sets CloudCherry 550 Key

Y& Client Extensions
|@] Web Resources

Z, Processes : SAVE DETAILS

> Hd Plug-in Assemblies
J Sdk Message Processin...

CloudCherry Base Url

3.1.5 Enter valid Cloudcherry credentials and save the details by clicking on “SAVE
DETAILS” button.

CloudCherry Credentials

CloudCherry Username pragmasysqa

CloudCherry Password TITTITTTTIT

CIDUdChE‘I’I’}F SSD I{E!f FERERRAR AR RN

CloudCherry Base Url https://solutions-dev.getclou
SAVE DETAILS

3.1.6  Also, you can edit the credentials by clicking on “EDIT DETAILS” button.

5 |



& CLOUDCHERRY

CloudCherry Username pragmasysqa

CloudCherry Password LT LT T

CloudCherry S50 Key LT T LT T TR AT T T

CloudCherry Base Url https://solutions-dev.getclou
EDIT DETAILS

3.1.7 Once the changes are done, click on “SAVE CHANGES” button to save the
current changes.

CloudCherry Credentials

CloudCherry Username pragmasysga

CloudCherry Password CORTTTTITT T

CloudCherry 550 Key COLTTE T LT T T T TR TR
CloudCherry Base Url https://solutions-dev.getclou

|| SAVE CHANGES

3.2 Create Unmanaged solution:

3.2.1 Expand the site map and click on Setting -> Solution.
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Settings

Business Customization System Process Center Application Upgrade Logs

B scinizraton [ e contguration [ procesees B e
m Security ctivity Feeds Confi.. ﬁ Microsoft Flows

m Data Management E Activity Feeds Rules

System Jobs [ oynamics 365 app ..

Business Manageme... B 3N Customizations Upgrade Runs

Templates

Product Catalog

Mobile Offline Solutions History Document Manage... Sales Insights

(5] sync Error g Auditing
FieldSenvice_trial Trial for Field Senvice 880,88 01-07-2010 Managed  Dynamics 365 Try Microsoft Dynarmics 365 for Field Sevice, a ...
msdyn_FieldServiceGe... Geofencing for Field S... 1.0.0.238 01-07-2019 Managed  Dynamics 365 Configures Field Service for geofencing, generat..
msdyn_Geofencing Geofence Management 100238 01-07-2010 Managed  Dynamics 365 Define Geofences and the records that should b.
IoTProviders Patch 1 oT Providers for Micr... 1.7.89 01-07-2019 Managed  Dynamics 365 Enables IoT Providers in Dynamics 365
IoTPraviders IoT Providers for Micru, 127,107 01-07-2019 Managed  Dynamics 365 Enables IoT Providers in Dynamics 365,
ConnectedFieldServic.. Connected Field Senvi..  17.69 01-07-2010 Managed  Dynamics 365 Use Connected Field Service to monitor connect.
ConnectedFieldService  Connected Field Senvin, 177,107 01-07-2019 Managed  Dynamics 365 Use Connected Field Service to monitor connectu.

3.2.2 Click on “New” Button to create new Unmanaged solution in which user will
add the custom workflows.

o Apps for Dynamics 365 View Dynamics 265 information on the go with apps for your phone, tablet, Outlook and more! | Get Apps for Dynamics 365
tions ¥
Delet= o3 Show Dependencies | [ import [ sxport B CloneaParch  [§) Clone Solution [ Apply Solution Upgrade. B import Translations [}, Export Transistions | gy Publish All Customiz:
MName Display Name Version Installed On J | Package T_.| Publisher Deseription
Testpawan Testpawan 1.0.00 11-07-2019 Unmanag... CD5 Default Publisher
cloudcherrytest cloudcherrytest 1000 11-07-2019  Unmanag... Default Publisher for doudcher...
CloudCherry Cloud Cherry 1003 10-07-2019  Managed Cloud Cherry
ResourceSchedulingD...  Field Service Demo Da...  1.2.0.1 01-07-2019  Managed Dynamics 365 Demo Data for Field Service
ProjectServiceDemeD...  Fabrikam Manufacturi...  3.003 01-07-2070_hlananed Dynamics 365 Field and Project Service Demo Data Package
Managed

SiteMapCustomization  Trial Site Map Customi... 9.1 01-07-2079  Managed Microsoft Dynamics 365

I FreeTrialBaseSolution2  FreeTrialBaseSolution2  2.2.1.1 01-07-2019 Managed Dynamics 365 Solution to enhance out of the box Microsoft Dy...
FieldService_tral Trial for Field Service 8.8.0.88 01-07-2019 Managed Dynamics 365 Try Microsoft Dynamics 365 for Field Service, a s...
msdyn_FieldServiceGe... Geofencing for Field 5..  1.0.0.238 01-07-2019 Managed Dynamics 365 Caonfigures Field Service for geofencing, generati...
msdyn_Geofencing Geofence Management  1.0.0.238 01-07-2019 Managed Dynamics 365 Define Geofences and the records that should b...
loTProviders_Patch_1 loT Providers for Micr..  1.7.8.9 01-07-2019 Managed Dynamics 365 Enables loT Providers in Dynamics 365.
loTProviders loT Providers for Micr..  1.7.7.107 01-07-2019  Managed Dynamics 365 Enables loT Providers in Dynamics 365.
ConnectedFieldServic..  Connected Field Servi..  1.7.89 01-07-2019 Managed Dynamics 365 Use Connected Field Service to monitor connect...
ConnectedFieldService  Connected Field Servi..  1.7.7.107 01-07-2019  Managed Dynamics 365 Use Connected Field Service to monitor connect...

3.2.3 Enter all mandatory fields as per below screenshot and save the solution.
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Solution: New Solution - Microsoft Dynamics 365 - Microsoft Edge — O X

& cloudcherrytestnew.crma.dynamics.com

0 i
o Try New Experience  There's a better way to customize the system | Try New Experience X

“ B saveand close @Help -

— Solution: New Solution
4 _
¥ 37 Information

[Solution New ~
4 General
8 information -
- Display Mame * Testsclution Mame * TestSolution
§ Components
B envities Dublisher * ¥4 Default Publisher for cloudcher(lj]  Configuration Page =

EH option sets

*#| Client Ex

ons Version * 1000 ®

[ Web Resources

Description

[EE] Dizlog Boxes

[#] repors=
Connection Roles

[ arti

[8] contract Templates

3] Ernail Tampl

2 Mail Merge Templates

emplates

oles

curity Profiles

ng Rule Sets

tion and U..

Installation Details

3.3 Setting the Process (workflow) for Reopen Case:

3.3.1 Open saved solution and click on Processes.

Try New Experience

I bl saveandCiose [ =i snow Dependencies | [} BxportSolution | P Transiations + gy Bublish All Customizations 3 Actions - @

olution TestSolution

Component Type Al v

B information . - o = =

o [INew~ | (Z§AddEdsting = | % Delete | B Remove | (@) Publish | =3 Show Dependencies | = Solution Layers | Hif Add Required Components | (5 Managed Properties

' Companents 2
-

e Display Name Name Type State Customizable...| Description [

g Connection Roles
3] Article Templates
] Contract Tempiztes
B Email Templates

% Mail Merge Templates

[ stas
23 Model-driven Apps

ustom Controls

3.3.2 After clicking on processes, click on “New” Button to create new process.

8



& CLOUDCHERRY

| Solution: TestSclution
T, Processes

lution TestSolution

?l formation g m =K Remaove
AT laELE . Add Existing x Deleta -

.I Components
‘.=j| Entitias
"B opticn sets
¥ % Client Bxtensions
,!J Web Resources
i Processes
+d Plug-in Aszemblies

anaged Properties More Actions -

| Process Name 4

3.3.3 Enter Process name, Category, Entity and click “OK” button.

Create Process
Define 2 new process, or create one from an exdsting template. You can create four kinds of processes: business process
flows, actions, dialogs, and workflows.

Process name: * I Reopen case |

Categony: * I Waorkflow V I Entity: * CloudCherry_SurveyResponzes RV

Run thiz workflow in the background (recommended)

@ Mew blank process

Type:
O Mew process from an existing template (select from list):

Template Name 4 Primary Entity Ow

FProperties

oK | | Cancel

3.3.4 User must select “Organization” from drop down of Scope.

General  Administration Motes

* Hide Process Properties

-
Process Name Reopen case Entity CloudCherry._SurveyResponseAudit

i Process b
Activate As Category ‘Worldflow
Available to Run Options for Automatic Processes
Run thiz workflow in the background [recommandad) .

ope

D As an on-demand process Business Unit
O ) Start when: Parent: Child Business Units

Az 3 child process Organization
Workflow Job Retention — - N

=) T

¥ . .
Automatically delete completed workflow jobs (to save disk space) [ Record fields change Salact

[] Record is deleted
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3.3.5 From ‘Add Step’ drop down select “Check Condition” option.

h I Eissveandaese B | @ | @ Achate | 5] Convertto a realtime woridfiow | 53 Show Dependencies

l | Process: Reopen case
=1 2 Information

Genersl  Administrstion  Notes

(4 Common RN

. Information [ ¢ = child process

9 Audit History

|¢y Solution Health Rules

[y Solution Health Rules

Workflow Job Retention

Automatically delete completed workfiow jobs (to save disk space)

|4 Process Sessions
=) Process Sessions

[SAddStep + | *@insert + 3 Delets this step

Check Condition

Conditional Branch

Default Action
Wait Candition
Parsllel Wait Branch
Creste Record
Updste Record
Assign Record

Send Email

Start Child Workflow
Parform Action
Change Status

Stop Warkflow

loT L3

= Solution Layers  jActions + 16 Hel
Working on solution: TestSoluti)
Start when: || Record is created N

[] Record status changes
[] record is zssigned
[[] Record fields change Select

[] record is deleted

3.3.6 Click on the “condition” to enter the required condition.

5 Add Step - :_;ﬂ-ilnsert * X Delete this step.

g T Type a step description herg,

If «condition® [dick to configure), then:

Select this row and click Add Step.

3.3.7 Add details as per given screenshot and click on ‘Save and Close’ button to

save the details.

Note: This is an example to add the conditions. User can add conditions as per

their requirement.

10 |
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8 htips://cloudcherrytestnew.crm8.dynamics.com/Condition/Condition.aspx?Entityld=9c4b0fd9-a54f-4a73-b5a9-600d9aafd6

Save and Close
@

ﬂ Clear | E-] Group AND ]-[ Group OR

w CloudCherry SurveyRespon.. Case Contains Data

w CloudCherry SurveyRespon.. MNpsScore Is Less Than 7

w  Case (Case) Status Equals Resolved
Select

3.3.8 After adding details, click on “Add step” button.

[T Record is deleted

S Add Step » | Deinsert « 3 Delete this sten.

* Type a step description here.

If JoudCherry_SurveyResponsefuditCase contains data AMD' GoudChemry_SurveyResponseAuditNpsScore < [7] AND Case (Case)Status equals [Resolved], then:
Select this row and click Add Step.

3.3.9 Add next step by clicking on “Change Status” as per given in screenshot.

|§Md Step | Zainsert » K Dee

Send Email

Start Child Workflow
2 AND CloudChery_SurveyResponseAuditNpsScore < [7) AND Case (Case)iStatus equals [Resolved), then:

Perform Action

Change Status

Stop Workflow
Adyxstudio.Xm.Workflow.ldentity (1.0.0.2)
Portals

Adxstudio Azure Storage Utilities

AdxstudioXm.Plugins (8.0.0.2)

L

3.3.10 Select Change record status as ‘In Progress’ and click on save and closed.

11|
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PowerApps

Activate

0 |5 Convert to a real-time workfiow =% show Dependendies = Solution Layers
‘ Process: Reopen case
=/ 2, Information
General Administration
4 Common PP,
Start when
Z. Information

[ &5 = child process
4 Audit History

& Solution Health Rules
Ly Solution Health Rules

Workflow Job Retention

Automatically delete completed workflow jobs (to save disk space)

4 Process Sessions
J Process Sessions

[ addStep »  Sinsert » X Dedete this step.

~ Type a step description here.

\f Cloudcherny GlirCase conrains dara AND Clon)

mActions Help -

Working on solution: TestSolution

|“] Record is creatad

[] Record status changes
[ Record is assigned

[] Record fields change Select

[] Record is deletad

@ Type 2 step description here.

Gaefudichincoos

Change record status to: | Case | | in Progress

[

D Case (Case]Status equals [Resolved], then:

3.3.11 Click on ‘Activate’ button to activate the workflow.

PowerApps

I [ ssve and Close ) Activate et %o 3 real-time workflow

Show Dependencies

2

Solution Layers

= Process Sessions [] Rusn this wiorkflow in the background {recommended)

[] &s 2n on-demand process
[[] &5 5 child procsss

Workflow Job Retention

Automatically delete completed workfiow jobs (to save disk space)

[SaddStep »  rSInsart +

~ Type a step description here.

Type a step description here.

= ByActions + o H
=1 Process: Reopen case Woerking on solution: TestSolutig
=/ 7 Informa
- General Administration Notes
Fommon
information ~ Hide Process Properties

7 Audit History

(¢ Solution Health Rules Progess Mame * Entity CloudCherry. SurveyResponseAudit

l4# Solution Health Rules Activate As Category ‘Worlflow

rocess Sessions Available to Run

Options for Automatic Processes.

Scope

Start when;

If GoudCherry_SurveyResponseAudit-Case contains data AND CloudChery_SurveyResponseAuditNpsScore < [7] AND Case (Ca

Changs record status to:

Case | [inProgress

~

Organization

Record is creansd

[] Record status changes
[] Record is sssigned

[[] Record fislds change Selact

[] Record is deleted

Status equals [Resohved], then:

3.4 Send Survey URL in an Email:

3.4.1 Create New workflow on case entity

12
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PowerApps

= I Bfseveandciose B | 0 | @ Activate | [E] Converttoareatimeworkfiow | =43 Show Dependencies £ Solution Layers i Actions - @Help -
Li‘ Process: Send Servery URL on case closed

Working on solution: Cloud Cherry
Z, Information

General  Administration | Notes
4 Common

Z. Information
[ Audit History
(g8 Solution Health Rules Process Name * Send Servery URL on case closed
g Solution Health Rules

~ Hide Process Properties

Entity

Activate As Pracess M Catzgory Workflow
Available to Run

Options for Automatic Processes

Run this workfiow in the background (recemmended) B

Scope Organization
s an on-demand process
® Start when: Record s created
As 2 child process
@) Record status changes
Workflow Job Retention JS——
@l Automaticaly delete completed worichow jobs (to save disk space)
Y ° B " Record fields change sl

lect

Record is celeted

[BAddStep~ | Finsert» X Deleie this sieo

Select this row and click Add Step.

Status: Draft

3.4.2 From “Add Step” drop down select “Check Condition” option

== Add Step =

Stage

Check Condition I

Wait Condition

arallel Wait Branch
Create Record
Update Record
Assign Record

Send Emai

Start Child Workflow
Perform Action

Change Status

3.4.3 Click on the “Condition” to enter the required condition

13|
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m Specify Condition - Microsoft Dynamics 365 - Google Chrome

8 https://cloudcherrydev.crm.dynamics.com/Condition/Condition.a

-}
Save and Close
rie [

ﬂ Clear E=j Group AND J-E Group OR
<

Select

3.4.4 Setthe condition as per given in below screenshot

Note: This is an example to add the conditions. User can add conditions as per their requirement.

m Specify Condition - Microsoft Dynamics 365 - Google Chrome

8 https://cloudcherrydev.crm.dynamics.com,/Condition/Condition.aspx?Entityld=b16

- |
Save and Close

Fiie [

ﬂ Clear E-j Group AND ]-E Group OR

v Case Status Reason Equals Problem Solved

Select

Select the Action from drop down.

B3 Add Step - :,'*G nsert ~ X Delete this step
Stop Workflow "
laT ¥
Microsoft.Dynamics.ProjectService Workflow .. »

Microsoft.Cynamics.Service. Workflows.Entitl... ¥

I CC5SendSurveyUrl.Action (1.0.0.00 I 3
Approvals. 3
Inveices ]

Microsoft.Dynamics.Service Workflows.Contr.,  »
GetMyChangedSkills 3

Microsoft.Cynamics.Service. Workflows.Other

Estimates 3
Geofencing ]
CCS50Authentication Action {1.0.0.0) 3
Approvals r T

14|
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3.4.5 Proceed to set properties for that Action

Process: Send Servery URL on case closed
@ Set Custom Step Input Properties

Property Mame I Data Type I Required | Value

Prefill Lockup Optional |

3.4.6 Select the Prefill mapping from dropdown

Form
Property Name | Data Type | Required | Value
Dyna
PreFill Lookup Optional I re) Dynam
= 7/8/2019 3:01 PM -
[ Case - NPS SURVEY
7/9/2019 €:20 PM
[ Case - MPS SURVEY
7/8/2018 2:30 PM
[ Case - MPS SURVEY
7/B/2013 2:28 PM
[ Case - servey [7/8/2019 2:28 PM
/82019 44T
L& Case - Survey -Sonia
7/6/2019 4:06 PM
L& Contact - Contact Survey- Sonia
7/6/2019 3:34 PM
3.4.7 Save and Close the prefill action
B E:' Save and Close
Process: Send Servery URL on case closed
@ Set Custom Step Input Properties
Property Name | Data Type | Required | Value
PreFill Lookup Optional L¢s Case - NPS SURVEY A |d

3.4.8 Add next step to send an Email. Select “Send Email” from dropdown.

15|
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S Add Step+ | Sdlnsert = % D
Wait Condition “

Parallel Wait Branch
Create Record
Update Record

Assign Record yUrlAction.SendServeyURL | Set Properties

Send Emai

Start Child Workflow
Set Properties

3.4.9 Click on “Set Properties” button

3 Add Step jﬂi nsert = )( Delete this step.
| Problem Solved

If Case:Status Reason equals [Problem Solved), then:

& |URL

CC SendSurveyUrl Action (1.0.0.00:CC.SendSurveyUrl Action.SendServeyURL | Set Properties

& Send URL

Send email: | Create New Message T Set Properies

3.4.10 Fill the details in the mail and assign the survey link

m Email: New Email - Microsoft Dynamics 365 - Google Chrome

& https://cloudchemrydev.crm.dynamics.com/SFA/Workflo

e [l save and Close @Hep ~
[j Process: Send Servery URL on case closed
Send Email
- i >
From & pawan sonone = G @ |X |G T Moreacions - Form Assistant
- o == Dynamic Values v
{Customer(Case] N
File Name @] Dynamic Values N
e el
Operator:
Bee g setto v
Subject Survey Emai Look for:
> URL v
Character count: 16 / 400 —
0 - 0 of 0 (0 selected) M4 Page emaillink M
B I u| = =| = = 4. K- A~ B8 Add
X & ®
Dear [{Full Name(Customer (Contact))}| emailink(URD)
Please give feedback on below link ,
Default value:
‘We have opened a case  {Case Number(Case)} for your request. One of our customer service
representatives will contact you shortly.
OK
Should you need to follow up on this case. please contact us with this reference We will do our
best to resolve this case as soon as possible
Thank vou =

16 |
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3.4.11 Add branching condition for other survey to be triggered on different
condition

S Add Step ~ j*ﬁ nsert - )( Delete this step.
Stage -

Check Condition

Conditional Branch I

Default Action
Wait Condition yUrl.Action.SendServeyURL | Set Properiies
Parallel Wait Branch

Create Record Sel Properiies

HI Save and Close

ﬂ Clear E“] Group AND ][ Group CR

v Case Status Reason Waiting_for Details

I
I
|<

=
i

L

elect

We recommend using Microscft Flow instead of background workflows. Click here to start building Flows!

General Administration MNotes
‘Workflow Job Retention

4 Common
Z, Information
[ Audit History
Lé Solution Health Rules
[ Solution Health Rules

|# Automatically delete completed workflow jobs (to save disk space)

4 Process Sessions

- ™
[E] Process Sessions [FAdd Step~ | SSinsert» X D

Stop Workflow s

loT 3
Microsoft.Dynamics. ProjectService.Workflow ... »

Microsoft.Dynamics Service.Workflows.Entitl... »

yUrl.Action.SendServeyURL | Set Properiies

CC.SendSurveyUrl.Action (1.0.0.0) 3

Approvals. »

Irveices 3 Set Properties
Microsoft.Dynamics Service Workflows.Contr., :tails], then:
GetMyChangedSkills 3

Microsoft.Dynamics Service.Workflows.Other  » yUrl.Action.SendServeyURL Set Properiies

Estimates 3
Geofencing » Set Properties
CC.550Authentication.Action (1.0.0.0) 3
Approvals
Status: Draft oe '

Process: Send Servery URL on case closed
E ] Set Custom Step Input Properties

Property Mame | Data Type | Required | Value

PreFill Lookup Optional |

17 |
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3.4.12 If the Prefill mapping does not exist in the lookup, then user can create new
survey by following the below steps. Click on “New” button.

B Set Custom Step Input Properties - Microsoft Dynamics 365 - Google Chrome

& https.//cloudcherrydev.crm.dynamics.com/SFA/Werkflow/customactivityform.aspx?werkflowld=b
- & saveana @ telp
Lookup Record x
Process: Send 54 Enter your search criteria. on solution: Cloud Cherry
E@] Set Custom
Look for
Property Name pnt ’
- Look in Prefill Configuration Lookup ¥ Values v
PreFill Search 0o fues o
2
v
Name Created On O =
o o v
Contact - Survey -5onia 7/8/2019 3:33 PM Add
i
Case - Survey -Sonia 7/8/2019 4:06 PM 5,
Case - servey 2 7/8/2019 4:47 PM
Case - NPS SURVEY 7/9/2019 6:20 PM -
b lue:
=]
1- 17 of 17 (1 selected) M4 Page1l p
OK
]
Add Cance:

3.4.13 Select the “CloudCherry Survey” and “CRM Entity” value from drop down

Save J Save & Close = New o Flow v

n PREFILL CONFIGURATION
New Prefill Configuration

General
CloudCherry Survey* select Survey CRM Entity* Select Entity
ADD MAPPING
CRM Field*®

CloudCherry Question™

18 |
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Save J Save & Close

General

o Flow

PREFILL CONFIGURATION
New Prefill Configuration

ADD MAPPING

CloudCherry Question™

CloudCherry Surwey™ Select Survey CRM Entity*

Select Entity

CRM Field*

3.4.14 Map the CloudCherry Question with CRM fields

General
CloudCherry Survey™ Survey CRM Entity* Case
CloudCherry Question® CRM Field*
Incident Id Case ﬁl
User Id Owner ﬁl
Contact Id Contact id ﬂl

3.4.15 User must map Incident Id to Case. This is mandatory to map.

General

CloudCherry Survey™

ADD MAPPING

Survey

CRM Entity*

CloudCherry Question™ CRM Field*
| Incident Id Case

User Id Owner

Contact Id Contact id

19 |
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Note: If CRM Entity selected as Lead then map LeadID to Lead and if CRM entity selected as
opportunity then set OpportunitylD to Opportunity. This is mandatory to map.

CloudCherry Survey™ Case Survey - Sonia CRM Entity™ Lead
| ADD MAPPING | | SAVE CHANGES |
CloudCherry Question™ CRM Field*
LeadID Lead il |
Please enter your mobile number Mabile Phone ]E |
CloudCherry Survey™ Oppty survey- Sonia CRM Entity™® Opportunity
| ADD MAPPING | | SAVE CHANGES |
CloudCherry Question™ CRM Field*
OpptiD Opportunity il |

3.4.16 Save the Mapping by clicking on “SAVE CHANGES” button
D\,ﬂ'l‘ﬁl‘ﬂiﬁ 365 -~ |Case-Survey > cloudcherrytestnew.crm8.dynamics.com says I

Record/s saved successfully

e J Save & Close = New o Flow

D PREFILL CONFIGURATION

Case - Survey

eral Related

CloudCherry Survey®

Survey CRM Entity® Case
ADD MAPPING SAVE CHANGES
ICloudCherry Question™ CRM Field*
Incident Id Case ﬁl
User Id Cwner ﬁl
Contact Id Contact id ﬁl

20|



& CLOUDCHERRY

3.4.17 Select from the lookup record. Follow the same steps to add “Send Email”.

=3 Add Step - j*ﬁ nsert + A& Delete this step

Stage S

Check Condition

Conditional Branch

Default Action
Wait Condition yUrl Action.SendServeyURL Set Properiies
Parallel Wait Branch
Create Record Set Properiies
Update Record =tails], then:
Assign Record

send Emai yUrl.Action.SendServeyURL | Sef Properties
Start Child Workdflow

Perform Acticn

Set P i
Change Status UL

[ Add Step | Dmlnsert = 2 De etz this sten
* Problem Solved

If Case:Status Reason equals [Problem Solved], then:
& URL
CC.SendSurveyUrlAction (1.0.0.0):0C.5endSurveyUrlAction.SendServeyURL | Set Properties

& |Send URL

Send email: | Create Mew Message v Set Properties
Othernwise, if Case:Status Reason equals [Waiting for Details], then:
& URLZ
CCSendSurveyUrl Action (1.0.0.0):CC.5endSurveyUrl.Action.SendServeyURL | Set Properties

& |(Type a step description here.

Send email: | Create New Message A Set Properties
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m Email: New Email - Microsoft Dynamics 365 - Google Chrome

# https:;//cloudcherrydev.crm.dynamics.com/SF

File Il save znd Close @ el

[j Process: Send Servery URL on case closed

Send Email
Form Assistant
From & pawan sonone ; i
& pawan sonor B W @ [ X |G B | Moreacons - Dynamic Values
To {Customer{Case)} File Name /4 .") Dynamic Values
e e Operator:
5 = setto M
cc
. Look for:
subject Waiting for Detal's N Case M
Character count: 16 / 392 Case Number M
0 - 0 of 0 (0 selected) 44 Page o
4 A A Bl
X & ®

Case Number(Case)

Default value:
We have opened a casel Case Number(Case)}| for vour request. One of our customer service

representatives will contact vou shortly.

OK
Should vou need to follow up on this case, please contact us with this reference We will do our

best to resolve this case as soon as possible

3.4.18 To hyperlink the URL, click on “Insert hyperlink” button.

h ledl Save and Clase

J Process: Send Servery URL on case closed

' Send Email

From & CC = W8 X &R More A
To {Customer(Case)} File Name 4
Ce

re]
[:1<4 ﬂ

Subject Survey Email

A. A A-| [ InsertArticle @ Insert Hyperlink 0 - 0 of 0 (0 selected)

vty
Dear [{Full Name(Customer (Contact))}|

Please give feedback on below link .
emailLink(URL

We have opened a case  {Case Number(Case)} for your request. One of our customer service representatives will
contact you shortly.

Should you need to follow up on this case. please contact us with this reference We will do our best to resolve this case
as soon as possible

Regarding {Case(Case)}

Duration E

4 Additional Fields
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B Insert Hyperlink - Microsoft Dynamics 365 - Google Chrome

= O X

& https://cloudcherrydev.crm.dynamics.com/SFA/workflow/dlg_insert_hyperlink.aspx?appSolutionld=%7b96D12DDE-8883-E9... &

Text to display
Click Here

.

Form Assistant >
Dynamic Values M

Dynamic Values =

Look for:

Case v |

Knowledge Base Article [Article)

Last SLA applied (SLA)

hMaster Case (Caze)

Medified By (Delegate) (User)
Medified By (External Party) (External Party)
Meodified By (User)

Owning Business Unit (Business Unit)
Owning Team (Team)

Owning User (User)

Parent Case (Case)

Product (Product)

Resclve By KPI (SLA KPI Instance)
Respansible Contact (Contact)
SLA(SLA)

Social Profile (Social Profile)

Subject {Subject]

IoT Alert (loT Alert) -

Local Values

Defal

I? Insert Hyperlink - Microsoft Dynamics 365 - Google Chrome

O

X

& https://cloudcherrydev.crm.dynamics.com/SFA/workflow/dlg_insert_hyperlink.aspx?appSolutionld=%7b96D12DDE-8883-E9...

@

Text to display

Click Here
URL

Form Assistant L4
Dynamic Values v
Dynamic Values -
Look for:
|URL v
emaillink -

-

Tye & 318 descrigtion here
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[@ Tnsert Hyperlink - Microsoft Dynamics 365 - Google Chrome — O
& https://cloudcherrydev.crm.dynamics.com/SFA/workflow/dlg_insert_hyperlink.aspx?appSolutionld=%7b96D12DDE-8883-E9... |
| 1q]
Text to display Form Assistant =
Click Here Dynamic Values \ »
e Dynamic Values -~ 1 >
URL-{emailLink} |
Look for:
URL v
-
g oD
Process: Send Servery URL on case closed
= Send Email
From @ T @ X | B | More Actions - Form Asisant
Dynamic Values N
i3 {Customer(Case]} | File Name (I} Dynarmic Values 4
€ =) 5
E Operator:
Bec = Setto v
Subject Survey Email . . - Lg:;"’" =
5B 1 U EEE i {E| A A- A-| [ Inserrice| @, Insert Hyperlink 0-00f0 (0 selected) W4 Pagel ) Deprecated) T’“:j’:“d fath T
X |2 @

Dear |{Full Name(Customer (Contact

Please give feedback on below link .

<hyperlink><name>Click Heare</name><valuc>{URL-femailLink} }</value></hyperlink>

We have opened a case  {Case Number(Case)}  for your request. One of our customer service representatives will
contact you shortly.

Should you need to follow up on this case, please contact us with this reference. We will do our best to resolve this case

as soon as possible
Thank you

Regarding {Case(Case))

Duration

4 Additional Fields

oK
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(2 Save and Close @ actvate | [E] Convert to 2 rea-time workfiow 2 Show Dependencies | S Solution Layers  ipActions + @tep -
xl ) 3 ]

Process: Send Servery URL on case closed ‘Working on solution: CloudCheryy_Unmanage

Eg' | 2, Information

We recommend using Microsoft Fiow instead of background workflows. Click here fo start building Flows!

General | Administration | Notes

4 Common
Z. Information
@ Audit History
(& Solution Health Rules - Problem Soived
(& Solution Health Rules

[BAdd Step ~ | Salnsert « X

If Case:Status Reason equals [Problem Solved], then:

4 Process Sessions o [orL
B Pro
CC SendSurveyUrl Action (1.0.0.0):CC.SendSurveyUrl Action SendServeyURL | Set Properties
® Send URL
Send emai: | Create New Message ¥ | | Sef Properies

Othenwise, if Case:Status Reason equals [Waiting for Details], then:
® URL2
CC SendsurveyUn.Action (1.0.0.0):CC.SendSurveyUr Action.SendServeyURL  Set Praperties
@ Type o step description here

Send email: | Create New Message ¥ | | Set Properties

3.4.19 Click on “Activate” button to activate the workflow

“ B Close 0 | @ Deactivate | =32 Show Dependencies S Solution Layers Wy Actions @

Process: Send Servery URL on case closed ‘Working on solution: CloudCheryy_Unm:

Ei‘ Z. Information

‘We recommend using Microseft Flow instead of backgreund workfiows. Click here to start building Flows!

General  Administration  Notes
4 Common ! HECOrD STAWS Cnanges

Z. Information Warkflow Job Retention Record is assigned
|4 Audit Histary | Automatically delete completed workflow jobs (to save disk space)
L& Solution Health Rules

(& Solution Health Rules

Record fields change

Record s deleted

4 Process Sessions

& pro

~ Problem Solved
If CaseiStatus Reason squals [Froblem Solved] them:
& URL
€CSendSurveyUr Action (1.0.0.05CC.SendSurveyUrlAction.SendServeyURL View properties
# Send URL
Send email: Create New Message View properties
Othenwise, if Case:Status Reason equals [Waiting for Details], then:
# URLZ
€C.SendSurveyUr Action (1.0.0.01CC.SendSurveyUrlAction.SendServeyURL View properties

® Send emal: Create New Message View properties

Note: To make any changes in workflow, user must deactivate the workflow. Make the require changes
and again must activate the workflow.

4. Security Role

4.1. Admin should give “CC_ConfigurationAccess” role for each user to access the customization
done in managed solution. For the follow the below steps.

4.2. Go to Settings -> Security
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Settings

Business Customization System Process Center

Email Configuration m Processes
- — n -
Activity Feeds Confi... E Microsoft Flows

Business Manageme... m Customizations Administration

Templates Solutions Security

Product Catalog Ia Microsoft AppSource Data Management Activity Feeds Rules

Service Management = Plug-In Trace Log System Jobs Dynamics 365 App f..

Mobile Offline Solutions History Document Manage... Sales Insights

i
=

Sync Error Auditing

4.3. Select Users

amics 365 « Settings ~ | Security

Security

Which feature would you like to work with?
Users. Teams
Add new tinformation about users 3hd deactivate user recards. Manage the teams, roles, and licenses Add new teams and new members to existing teams. Modify the team description and delete members from teams.
assigned

Business Units
Acd new business unts. Egit 2nd deactivat

Security Roles
Create new security roles. Manage and delete existing security roles for your organization. Xisting business units. Change the parent business unit.

Hierarchy Security
ierarchy securlty,
rarchy goes, and 5

Field Security Profiles
(7.} Manage user and team permissions 10 read, create, o write Infamation In secured fields,

ding enabling hierarchy modeling and selecting the model. You ean also specify how
cify the entities to exclude from  hie

Access Team Templates
Adid new tezm templates. Moo the team tempiate description

BB B

Positions
‘Add new Position. Modify the Position description,

4.4. This will open the Enabled Users view. Select the user to which admin needs to give the access.

+ Enabled Users ~ £

<
O Full Name 4~ Site Business Unit Title Position Main Phone YO
Karan Madhav cloudcherrynewdev
mayur # cloudcherrynewdey

soncne cloudcherrynewdev

sonone cloudcherrynewdev 8149782960 I@

sonia rathi cloudcherrynewdey : 0ol

4.5. Once the record is opened, click to “MANAGED ROLES”.

26|



& CLOUDCHERRY

43 COMMECT |~ § PROCESS ~

User Name *

A:Summary

Account Information

&, APPROVE EMAIL

USER ~
Karan Madhavi -=

(U The information provided in this form is viewable by the entire organization.

&, REJECT EMAIL E. REASSIGM RECORDS a) MANAGE ROLES | &% JOIN TEAMS

2 CHANGE BUSINESS UNIT ==

POSTS

karan@cloudcherrynewde

TEAMS
Team Name

cloudcherrynewdev

4.6. Check the “CC_ConfigurationAccess” role from the list of the roles available.

Manage User Roles x

What roles would you like to apply to the 1 User you have selected?

Role Name

Business Unit

|| Account Manager

|| Activity Feeds

cloudcherrynewdey

cloudcherrynewdev

|## CC_ConfigurationAccess

cloudcherrynewdey I

|| CEQ-Business Manager
|l Commaean Data Service User
|| C5R Manager

| Customer service app access

cloudcherrynewdey
cloudcherrynewdev
cloudcherrynewdey

cloudcherrynewdey

4.7. Click on “OK” button.

Manage User Roles x

What roles would you like to apply to the 1 User you have selected?

Role Mame

Business Unit

| Account Manager

| Activity Feeds

|#¥| CC_ConfigurationAccess

|| CEQ-Business Manager

) Commaon Data Service User
|| C5R Manager

| Customer service app access

cloudcherrymewdey
Cloudchernynewdey
cloudcherrymewdey
Cloudchernynewdey
cloudcherrymewdey
cloudcherrymewdey

cloudcherrymewdey
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5. Annexure

WEB API URL
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