@ D365 Modern Email Interface

D365 Modern Email Interface is a solution providing inline options in case/ contact form
enabling organization and management of emails in the same page in Dynamic 365 CRM.



CONTENTS

OVBIVIBW. ..ttt ettt ettt h et b et et h et et e bt H st eb b e st e bt b e s e bt E e e s e bt b e a b eb e b et eh e b et eh e s b et eb et et ebe st e b bt b e nens 3
D365 Modern Email Interface Configuration ..ottt 4
UL CONFIGUIBLION ..ttt bbbttt bbbttt 4
USEI EXPEIIEINCE ... 10
EMail ManagemeNnt FEATUIES .......coueuiirieieirieiiret ettt ettt bbb 11
EM@IlING OPTIONS ..ttt ettt et h bt e n et n bt e n st 11
EMAQil VIEWS @NA FIILEIS ..ottt sttt b et sttt sttt bene 14
VIBWWS .ttt bttt R et b ettt 14



Overview:

This Solution is an add-on feature to Dynamics 365 CRM to providing efficient and user friendly
Email management service. It enables user to draft and manage all of the sent and received email
messages within a case,contact or any other activity enabled entity. Furthermore, this solution provides
organizations to manage their case specific emails within the same page without having to navigate to
different windows or tabs thus facilitating navigation within a case or contact effectively.

Email Activity Management features and benefits:

e Email management is possible in the same page on case,contact or any other activity enabled
entity.

e Different views of the emails allowing better access and normalization/organization.

e Filtering options based on time line, priority and attachments.

e  Prioritizing and filtering emails based on set priorities.

e Quicker drafting of emails using predefined email templates option.

e Easy attachment handling with drag and drop feature.

This solution, built on Dynamics 365, seamlessly works with Dynamics CRM 2016 version and later
versions.



D365 Modern Email Interface Configuration

The Email Management solution can be used in case, contact or any other entities. This section
outlines the steps to be performed by a System Administrator to make Solution available in Dynamics

365 CRM to the end users.

Ul Configuration

1. Log into CRM instance by giving the appropriate username and password with admin role.

Microsoft Dynamics 365

B® Microsoft

Signin

‘ Email, phone, or Skype

Next

Can't access your account?

2. After a successful login, Navigate to Settings -> Solutions.
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3. Now import D365 Modern Email Interface and Publish to avail the customizations.

i=2 | Dynamics 365 ~

Solutions

Settings

1 Don't Lose Access to Dynamics 365. Convert to a paid subscription

All Solutions

¥ x| FB BE P R & & | woreadons -

Name Display Name Version
MicrosoftLabsD365ModernEmailinterface MicrosoftLabs.D365ModermnEmailinterface 1000
StarterPortal Dynamics 365 Portals - Custom Portal 9.0.6.1
BaseHtmlEditor_portal Dynamics 365 Portals - Base Html Editor 1111
PortalTimeline Dynamics 365 Portals - Timeline 8.4.03
MicrosoftAzureStorage Dynamics 365 Portals - Azure Storage 83.00
Feedback Dynamics 365 Portals - Feadback 8.3.0.1
MicrosoftWebForms Dynamics 365 Portals - Web Forms 8409
MicrosoftidentityWorkflows Dynamics 365 Portals - Identity Workflows 83.00
MicrosoftidentitySystemWorkflows Dynamics 365 Portals - Identity System Workflows  8.3.0.0
Microsoftidentity Dynamics 365 Portals - Identity 8.4.02
WebNotification Dynamics 365 Portals - Web Notification 83.03

1- 41 of 41 (0 selected) All # A B c D E F G H J K

Installed On &

30-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

29-08-2018

Package Type
Managed
Managed
Managed
Managed
Managed
Managed
Managed
Managed
Managed
Managed

Managed

T U v wW X Y Z K|

Publisher
Dynamics 365
Microsoft
MicrosoftDynamics
Microsoft
Microsoft
Microsoft
Microsoft
Microsoft
Microsoft
Microsoft

Microsoft
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4. After successful import of the solution, go to Settings>customization>customize the system.
Now select Case (entity where you need to add this Email Interfacess) and select the desired

form. Now it will open Case customization form.

Dynamics 365

Settings +

Customization

Which feature would you like to work with?

1 Don't Lose Access to Dynamics 365. Convert to a paid subscription

stomizations

Customize the System

reports, processes, and others

Solutions
Create, modify, export, or import a managed or unmanaged solution,

Themes

Adjust your organization's colors. Create, change, or delete themes that are used

Create, modify, or delete components in your organization. Components include entities, fields, relationsh

in your organization,

&l

Publishers

Create, modify or delete a selution publisher.

Developer Resources
View information or download files that help you



PowerApps

_;} Publish All Customizations
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5. Click on Insert tab and choose the option One column.
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6. Click on the newly added one column tab and then click on the option Web Resource.

PowerApps
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5 Assigned To
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4 Tab
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7. Web resource popup will open, Select the existing web resource named
“msdyn_D365EmailActivity” from lookup. Also fill field name and properties section.



Add Web Resource 7 x

Add an existi

ng web resource to the Form.

Generzl Formatting Dependencies

—\Web resource

s resource*

Mame *

Label *

— Field Wame and Properties

O Display label on the Form

Tre— |
| |

—Visibility

¥ visible by defaul

Enable for mobile

O
o

—Web Resource Properties

Custom Parameter{data)

Restrict cross-frame scripting, where supported.

Pass record object-type code and unigue identifier 3z parameters.

L3

8. Now go to formatting Tab and fill below highlighted fields and click ok. This aligns the tab in the

form.



Add Web Resource

Add an existing web resource to the Form.

(_Two columns

(__Three columns

_Four columns

Row Layout

Select the number of rows the control occupies,

Mumber of Rows |2?

L] Automatically expand to use available space.

—Screlling

Select the scrolling type for the IFRAME.

Scrolling | Mever

—Border

Specify whether a border is displayed.

9. To name the newly created tab, click on the tab Home and then click on the new Tab and then
Change Properties. The below pop up opens up and mark the Label field with the desired tab
name.

Tab Properties

Modify this tab’s properties.

Display | Formatting | Events

—MName

Specify a3 unigue name.
*ame [tab_22

I *Label I [Emal
Show the label of this tab on the Form
Expand this tab by default

—Visibility

Specify the default visibllity of this tab.
@ visible by default

ility
Specify the default avallability of this tab on phone.
Available on phone




10. Save and publish the form.

11. Refresh the Ul form in the case to see the newly created Email tab.

User Experience

1. Navigate to Services -> Cases.

&8 Dynamics 365 v ses >
Senvice
My Work Customers Service Tools Extensions
=ﬁ D E Contacts Cases Reports @ Requests

ueves g erts @ QR Logs

B &

2. The Active cases view opens up listing all the active cases assigned to the current user.

Dynamics 365 ~ Service ~ | Cases >

0 You need to assign security roles to new users  Click to see a list of users who need Micrasoft Dynamics 365 Security Roles. | Assign Roles x
+ NEWCASE @, EXPORTTOEXCEL ~  [3% CUSTOMIZE ENTITY
+ My Active Cases ~ o
v CaselD A Full Name (Candidate) Case Priority Candidate Current Case Stage Case Stage Completed Unread Email Status Reason Yy & ¢
B cas-01029-vavsH2 . Aga Al Jaffer Normal In Progress g
f8]  CAS-01031-ROWOBS Anil Purushotham Normal Anil Purushotham In Progress
8 cas-01032-v26908 . Aga Ali Jaffer Normal In Progress
%) cas-01033-vawrca . Aga Al Jaffer Normal In Progress
8] CAs-01034-G2WIMA Aga Al Jaffer Normal In Progress
%) cas-04295-R9CTVS Dharanya Srinivasan Normal Case Initiation - 0 In Progress
1- 6 0f 6 (0 selected Page
Al # A B c £ r G It I ) K L M N o P Q R s T u v X v z

3. Double Click on any case record and we will be able to see the email management solution as a
separate tab named as 'Email’.



=+ NEW CASE | SAVE SEND QUESTIONNAIRE E... GENERATE FEDEX LABEL (2 EMAIL H CREATE TASK W0 PREVIEW & PRINT a GENERATE COVER LETTERS /% CREATE QUALITY ISSUE  #se X

CASE™

1 1 — Unread Email Candidate® Queue Owiner*
QW (Daniel Smith) = . Cmida” | -
Case Initiation (Active for 1 minute) ([ Legal Review Closure
» Summary N
4 Emails

Email Activity

There are no mails to display for this incident
All Messages

Incoming

Outgoing

Active H

Email Management Features

Emailing options

1. Click on New Email button on the ribbon header to create a new Email.

Email Activity i : Q Send Save [IHigh Priority Email Template Insert Signature E S
There are no mails to display for this incident

All Messages

Incoming From ‘ Representative ‘

Outgoing To [danielsmith@abc.com |o
Ce ‘v—dhsrin@microsoft.com ) x |D
Subject  [CAS-04296-S0P8K3 |

Active H

2. Draft the email, add the recipients and click on Send to send an Email.

. ) search

Email Activity Qa Save [CIHigh Priority Email Template Insert Signature [E
There are no mails to display for this incident

All Messages

Incoming From ‘ Representative ‘

Outgoing To ‘danlelsmith@abc.com |,D

Ce \v—d hsrin@microsoft.com ] x | Lo

Subject  [CAS-04296-SOP8K3 \

Active H



3. You can also add predefined emails by clicking on Email Template and choosing the appropriate
email.

NI =~ -

Q
Email Activity Send  Save IHigh Priority | Email Template|  Insert Signature & x

o CAS-04296-50PBK3 CRM:0978

All Messages Hi 2018-08-03 22:51:38

Inceming From <MIMS Test>

Outgoing To danielsmith@abc.com =l
Ce v-dhsrin@microsoft.com 2
Subject CAS-04296-50PBK3
Attached Drag and Drop files on Editor to upload

BIUESESEISS FonlSize Font Famiy. - | Font Format - 3 3 % e 4 W5 X, x

sB=0%

Hi
Your case is resolved. Please wrile back if you have any queries.
Thanks

4. Drag and drop the files on the editor to upload the documents as Attachments. The priorities
can be marked using the High Priority check box.

2 e dg B o

e searct Q -
Email Activity Send  Save [ High Priority Email Template Insert Signature @ =

o CAS-04296-50P8K3

All Messages 2018-08-03 23:00:39
Incoming e B, From [Representative |
M, You d 2018-08-03 225138 -
Outgoing Ta |dan|elsm|m@abc com e
(=] | 0
Subject |cAs-04296-50PBK3 |
Attached FY19- Operating Mode %
BIUGESHEIS:S Fonsie Font Famity. - Font Format - | 3 ) o8 X, x' & 2
Hi,
Your case is resolved. Please write back if you have any queries.
Thanks
Representative
active

5. Click on Reply button to reply to an Email.

a. To address will be auto populated from the existing details and
b. Subject is appended with RE: as prefix in the subject line after email is posted.

= IR~ R S ~ s |

.| search Q
Email Activi s
v |RE:[cAS-04296-50P8K3 CRM:097800000005 =
o RE:CAS-04296-SOP8K3 CRM:0
All Messages The case is escalated to 2018-08-03 232003 | From : mimstest@microsoft.com Status :Pending Send
Incoming CAS-04296-SOP8K3 CRM:0978 1 | To:danielsmith@abc.com 2018-08-03 23:20:03
Outgoing Thanks for your response 2018-08-03 23:11:31 CC : v-dhsrin@microsoft.com
CAS-04296-S0P8K3 CRM:0978 ! X | The case is escalated to the executive officer.
Hi, Your case is resolved 2018-08-03 23:00:39
Active H

6. Click on the Reply All button on the ribbon header to reply everyone in the Email



a. To and CC are populated from the original email.
b. Subject line is appended with RE: as prefix after post action.

=R =,

Q
Email Activity Send Save  [lHigh Prionity Email Template Insert Signature = x
RE:CAS-04296-50P8K3 CRM:0
All Messages The =E 2018-08-03 23:20:03
; -
Incoming o CAS-04296-SOPEK3 CRM:0978 L] o |EXECUWE |
Thanks for your response 2018-08-03 23:11:31 .
Outgoing To |damelsmnh@abc.onm ‘ P
PBK3 CRM0978 [
H solved 2018-08-03 23:00:33 Ce [Chia Weng <]
CAS-04296-50PBK3 CRM:0978 Subject |CASA0429&SOPBKS CRM:097800000005 |
Hi, our case s racaived 2018-08-03 22:51:38
Attached Drag and Drop files on Editor to upload
BlIUEssSs Font Size. Font Family. - | Font Format - = = ¥ og ¢ X, x
5 =]

7. Click on the Forward button to forward any email. We can add new attachments and remove the
existing attachments in the forward Email if needed.

e e @ o e

Email Activity a Send Save  [lHighPrioity  Email Template  Insert Signature Z x
RECAS-04296-50P8K3 CRM:0
All Messages ated o 2018-08-03 232003
From [<MIMS Test>
Incoming o CAS-04206-50PBK3 CRM:0378 tR - |
Thanks for your response. 2018-08-03 23:11:31
Outgoing = - To [v-dhsrin@microsoft.com 1o
CAS-04296-50PBK3 CRM:0978 'R
Hi, Your ad 2018-08-03 23:00:39 ce }D
CAS-04296-50PBK3 CRM0378 Subject FW:CAS-04296-SO0P8K3 CRM:097800000005 |
i, Your received 2018-08-03 22:51:38 )
Attached FY19- Operating Mode X
B I UES3=E == FonSze - FontFamiy - Fonl Formal - 5 & ¥ o x, ¥ & 4= o
Active

8. Click on the Refresh button to load or pull all the latest Emails till date. It refreshes the email
activity and reloads with the latest emails.

o B E =2 |2

Email Activity Q

S FW:CAS-04296-S0P8K3 CRM:097800000005 «
.
All Messages 2016:06-0323302 | From - mimstest@microsofl.com Status ‘Pending Send
Incoming RECAS04296.50PBKS CRMD To - v-dhsiin@microsoft com 2018-08-03 23:30:29
Outgoing o 2018-08-03 232003 | Atached {FY 19- Operating Model.pptx

(CAS-04296-50P8K3 CRM:0978 'Y
Thanke for your response 2018-08-03 23:1131

CAS-04296-S0PBK3 CRM:0978 [ Y
HI, Your © g 2018-08-03 23:00:39

CAS-04296-50P8K3 CRM:0978 ——-Original Message——

FW:CAS-04296-S0P8K3 CRM:097800000005

2018-08-03 22:51:38




Email Views and Filters
Views

1.

Click on the Incoming tab on the left panel to filter and view only the incoming Emails.

L=~ I~

Emall Activity -

« RE FW:CAS-04296-50PBK3 C

@

RE: FW:CAS-04296-SOP8K3 CRM:097800000005

All Messages From : y-dhsrin@microsoft com Stalus ‘Received
To - mimstest@microsoft com 2018-08-03 23:36'31
Outgoing The instructions are informative,
Thanks
Dharanya
From:  Immigration Management
Sent: Fridav, August 3, 2018 4:32 PM
Te: dhsrin@microsaft.com>
Subjeet: FW:CAS-04296-SOPBK3 CRM:097800000005
\ctive H
. . . . .
2. Click on the Outgoing tab on the left panel to view only the outgoing Emails.
= N~
Email Activity a
FW:CAS-04296-S0P8K3 CRM:097800000005 @
o PW:CAS-04296-50PSK3 CRM:0 A ]
All Messages Original Wessag 2018:08:03235029 | From : mimstest@microsoft com Status ‘Sent
Incoming RECAS 04296 SOPEK3 CRIMO To - v-dhsin@microsoft.com 2018-08-03 23:307
The to 2018-08-03 2320:03 | Attached :FY 19~ Operating Model.pptx
CAS-04296-S0PSK3 CRM0978 'R
Thanks for nse. 2018-08-03 23:11:31
CAS-04296-50P8K3 CRM0978 1y
Hi, Vour case Is resalved 2018-08-03 23:00:39
CAS-04, K3 CRM:0978 ~——Original Message
H ed 2016-06-03 225138
FW:CAS-04296-S0P8K3 CRM:097800000005
et =

Filters

1.

For filtering emails, we have an option on the top right corner of the ribbon header. The filter

option provides, filtering based on timeline, priorities and added attachments.

Email Activity
o RE FW:CAS-04296-SOPBKS C
All Messages
Incoming FW:CAS-04296-50PBK3 CRM:0 A
Outgoia @ | Original Message—-- 2018-08-03 23:30:29
utgoing

RE:CAS-04296-50PBK3 CRM:0
he —: 2018-08-03 23:20:03
CAS-04296-50PBK3 CRM:0978 L
hanks for your respanse. 2018-08-03 23:11:31
CAS-04296-50P8K3 CRM:0978 '
H 2018-08-03 23:00:38
CAS-04296-50P8K3 CRM-0978

H, Your case s received 2018-08-03 2255138

E-Mails Created in Last 30 Days
E-Mails Created in Last 15 Days
Created in Last 7 Days

RE: FW:CAS-04296-S0P8K3 CRM:097800000005

From : y-dhsrin@microsofl com
To : mimstest@microsoft com

ated in Last 1 Day
Has Attachments
Mails With High priority

E.
E-
E-
E

2018-08-03 23:36: 31

The instructions are informative.

Thanks
Dharanya

From: MS Immigration Management TEST
Sent: Friday, August 3, 2018 4:32 PM

To: Dharanya Srinivasan (HCL America Inc) <v-dhsrin@microsoft.com>
Subject: FW:CAS-D4296-50P8K3 CRM:097800000005



2. If we select the filtering option, ‘E-Mails with High Priority’, then it pulls all the Email with high
priority and display them. You can also see the emails marked as high priority are tagged with a

ny
.
& eﬁ = S |E-Mails with High priority !
Email Activity a . 1 >
= CAS-04296-SOP8K3 CRM:097800000005 e
o CAS-04296-S0PK3 CRM:0978
All Messages haniks for your nse. 2018-08-03 251131 | £rom - mimstest@microsoft.com Status ‘Sent
Incoming CAS-04296-S0PBK3 CRM0978 To: danielsmith@abc.com 2018-08-03 23:11
Qutgoing Hi, Your case is resolved 2018-08-03 230039 | Attached :F'Y 18- Operating Model.pptx
Thanks for your response.
COriginal Message.
CAS-04296-S0P8K3 CRM:097800000005
From mimstest@microsoft com
Active . H

3. Select the option, ‘Emails created in the last 7 days’, to filter all the Emails which are created in
the last 7 days. Likewise, other selections filter emails in a similar fashion.

4. Select the option, ‘Email has Attachments’, then it filters all the Emails which have attachments.

+= & & o E-Mails Has Attachments
Email Activity - a . . »
FW:CAS-04296-S0P8K3 CRM:097800000005 C
o FWECAS-04236-50P8K3 CRMD (2]
All Messages g3 e 2018-08-03 233025 | [rom | mimstest@microsoft com Status ‘Sent
Incoming CAS-04206-S0PGIC3 CRMDS78 . To - v-dhsin@miciosoft.com 2018-08-03 23:30:%
Outgoing Tranks for your response 2018-08-03 23:11:31 |  Attached :FY 18- Operating Model.pptx
CAS- SOP8K3 CRM:0978 !
Hi, Your is resolved 2018-08-03 23:00:39
QOriginal Message-
FW.CAS-04296-S0P8K3 CRM:097800000005
From:mimstest@microsoft. com
Active I H

5. We have a search bar below the ribbon header and we should enter the keyword to filter and
view the emails with that text.

=
Email Activity a]

» RE FW:CAS-04296-50P8K3 C

RE: FW:CAS-04296-S0P8K3 CRM:097800000005 z

From : y-dhsnin@mi m Status ‘Received
Incoming FCAS 04256 S0PEKE CRIAD & | To: mimslesi@micsosofl com 2018.08-03 233631

2018-06-03 23:30:29

All Messages

Outgoing The instructions are informative.

CAS-04296-50P8K3 CRM:0978 L )
Thanks for your espanse 2018080323131 | Thanks
Dharanya

Fram: MS Immigration Management TEST

Sent: Friday, August 3, 2018 4:32 PM

To: Dharanya Srinivasan (HCL America Inc) <v-dhsrin@microsoft.com:>
Subject: FW:CAS-04296-S0PBK3 CRM:097800000005

End of Document.



