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1. Overview

The Dynamics 365 for BPO Solution is designed to add more capabilities to an existing case
management for the customers. This solution will provide the additional functionalities like escalate
a case, put a case on custom hold status (Internal, 3™ Party and Customer), Automatic creation of
child case on 3™ Party Hold status, define SLA of a case, Convert to Case from an incoming email and
Email validations in Case management. All these functionalities are described through this guide with
configuration and user experience.

This solution also includes Attachment Management, Actionable Audit, Email Alert, Email Machine
Learning and Speech To Text. Individual solution user guides links are provided in this document for
reference.

2. How to Verify the Solution after Installation?

After downloading the solution from https://appsource.microsoft.com/en-us , solution looks like
below

Solution:

All Solutions ~ I I

g? New )( Delete BE', Import ?_1 Export Clone a Patch @ Clone Solution is;‘ Apply Selution Upgrade {:ﬂ Import Translations E} Export Translations _ﬁ Publish All Customizations ‘: Get Solutions from Marketplace

More Actions =

Name Display Name Version Installed On ¥ Package Typ.. Publisher Description

MicrosoftLabsDynamics36..  MicrosoftLabs.Dynamics365forBPO 1000 11/16/2017  Managed Dynamics 365

Below are the custom entities:

% Account account Account Managed True Disabled Business that represents a customer ¢
% Actionable Audit msdyn_audithistory msdyn_sudithistory Unmanaged True Disabled
ﬁ Attachment Process Record msdyn_attachmentprocess.. msdyn_sttachmentprocess.. Unmanaged True Disabled

Azure Blob Storage Settings msdyn_azureblobstorages..  msdyn_szureblobstorages.. Unmanaged True Disabled
% Business Function msdyn_businessfunction msdyn_businessfunction Unmanaged ue Disabled Business Function
f' Case incident Incident Managed rue Enabled Service request case associated with ¢
ﬁ Case Sub Type msdyn_casesubtypelobdep.. msdyn_tasesubtypelobdep.. Unmanaged True Disabled
_& Case Template msdyn_casetemplateid msdyn_casetemplateid Unmanaged True Disabled
ﬁ Case Type msdyn_casetype msdyn_casetype Unmanaged True Disabled
B Contact contact Contact Managed True Disabled Person with whom a business unit ha)
_& Country [1S0] msdyn_countryiso msdyn_countryiso Unmanaged ue Disabled hitp:/fwwnw.iso.org/iso/country_codes
= Emai email Email Managed rue Disabled Activity that is delivered using email
% Email Count msdyn_emailcounts msdyn_emailcounts Unmanaged ue Disabled
_& Escalation Activity msdyn_escalationactivity msdyn_escalationactivity Unmanaged ue Disabled This custom entity is used to create &
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La Escalation Mapping msdyn_escalatior msdyn_escalationmapping Unmanaged True Disabled This entity is used to configure the escalation mapping wi.
3 Hold Activity msdyn_holdactivity msdyn_holdactivity Unmanaged True Enabled
& Hold Activity Reasens msdyn_holdactivityreasons msdyn_holdactivityreasens Unmanaged True Disabled
& Hold Reason msdyn_holdreason msdyn_holdreason Unmanaged True Disabled
B Line of Business msdyn_lineofbusiness msdyn_lineofbusiness Unmanaged True Disabled
& MotesAttachmentEntitySetting msdyn_notesattachmenten... msdyn_notesattachmenten... Unmanaged True Disabled
& Out Of SLA Reazson msdyn_outofslareason msdyn_outofslareason Unmanaged True Disabled
& ‘Qut Of SLA Sub Reason msdyn_outofslasubreason msdyn_cutofslasubreason Unmanaged True Disabled
B Product product Product Managed True Disabled Information about predudts and their pricing information.
& Program msdyn_program msdyn_program Unmanaged True Disabled
& Reasen msdyn_reasoniobdependent msdyn_reasonlobdependent  Unmanaged True Disabled
& Root Causze msdyn_rootcause msdyn_rootcause Unmanaged True Disabled
B Speech To Text Entity Configuration msdyn_speect it msdyn_speect it Ur d True Disabled
& Speech To Text Global Configuration msdyn_speechtotextglobal.. msdyn_speechtotextglobal.. Unmanaged True Disabled
I |3 Sub Reason msdyn_subreasonicbdepe.. msdyn_subreasonlobdepe.. Unmanaged True Disabled
& User systemuser SystemUser Managed True Disabled Person with access to the Microsoft CRM system and who.
Below are the plug-in assemblies:
Microsoftlabs.ActionableAudit 1.0.0.0 neutral 2854010b1278a799 Sandbox 10/26/2017 11:3.. 11/15/2017 3:38..
MicrosoftLabs. AttachmentManagement.Plugins 1.0.0.0 neutral 535defcdd9esdad2 Sandbox 10/6/2017 10:40...  11/15/2017 3:38...
Microsoftlabs.Dynamics365forBPO 1.0.0.0 neutral d7d4abb0e5%c025f Sandbox 11/16/2017 2:20...  11/16/2017 2:20...
Microsoftlabs.EmailAlert 1.0.00 neutral e5e75260a69a84d Sandbox 10/26/2017 11:3.. 11/15/2017 3:38..
MicrosoftLabs.EmailTextAnalytics.Werkflow 1.0.0.0 neutral 9e1f264429e45709 Sandbox 10/26/2017 11:3...  11/15/2017 338...

Below are the web resources:




Dynamics 365 for BPO

/Images/Microphone_16x16.png msdyn_/images/Micropho..  PNG format Unmanaged True

/Images/Microphone_32x32.png msdyn_fimages/Micropho..  PNG format Unmanaged True

/images/Microphone_Filled_16x16.png  msdyn_/images/Micropho.. PG format Unmanaged True

/Images/Microphone_Filled_32x32.png  msdyn_/Images/Micropho..  PNG fermat Unmanaged True

/Scripts/Shelljs msdyn_/Scripts/Shelljs Script (JSeript) Unmanaged True English{1033)
Attachment jQuery msdyn_jquery_2.2.1.minjs Script (JScript) Unmanaged True English{1033)
attachmentlogo msdyn_sttachmentlcge 1CO format Unmanaged True

Audit History msdyn_zudithistory ‘Webpage (HTML}  Unmanaged True English{1033)
Azure Attachment Reporting msdyn_aszureAttachmentR.. Webpage (HTML} Unmanaged True English{1033)
Azure Attachment Storage Configura... msdyn_szureAttachmentC.. Webpage (HTML)  Unmanaged True English{1033)
AzureBlobStorageSetup32 msdyn_AzureBlobStorageS..  1CO format Unmanaged True English{1033)
azurestorage_updated msdyn_AzureStorage_Upd..  1CO format Unmanaged True

azurestorage32X32_updated msdyn_AzureStorage323..  1CO format Unmanaged True

Busy Indicator msdyn_busy_indicater GIF format Unmanaged True English{1033)
CaseTimeLine,html msdyn_caseTimeLine,html ‘Webpage (HTML}  Unmanaged True English({1033)
Delete lcon msdyn_deletelcon PMNG format Unmanaged True English{1033)
Download lcon msdyn_Downloadlcon PMG format Unmanaged True English{1033)
dummyfile msdyn_dummyfile ‘Webpage (HTML)  Unmanaged True English{1033)
Emoticon faces msdyn_emoticonBasic PMG format Unmanaged True English{1033)
Emoticon Happyface msdyn_emoticonHappy PMG format Unmanaged True English{1033)
Emoticon Okface msdyn_emoticonOk PMG format Unmanaged True English{1033)
Emoticon Sadface msdyn_emoticonSad PMG format Unmanaged True English{1033)
Emoticon Satisfiedface msdyn_emoticonSatisfied PMG format Unmanaged True English{1033)
Files and Attachments msdyn_fillesandattachments  Webpage (HTML)  Unmanaged True English{1033)
FromFieldScript msdyn_fromfieldscript Script {)Script) Unmanaged True

Grid msdyn_grid Script {JScript) Unmanaged True English{1033)
Jauery_1.8.1.min msdyn_jquery_1.9.1.min Script (JScript) Unmanaged True

Jjson2 msdyn_json2 Script {)Script) Unmanaged True

msdyn_sccouniResources,s msdyn_accountResourcesjs  Script (JSaipt) Unmanaged True This script is used to open the search URL when clicking 0..  English{1033)
msdyn_sutoactivityclosajs msdyn_autoactivityclose.js Script {JScript) Unmanaged True Auto Close the Activity based on close date provided English{1033)
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msdyn_commonResources.s msdyn_commonResourcesjs  Script (JScript) Unmanaged True Common Resources English{1033)
msdyn_constants,js msdyn_constants.js Script (J5cript) Unmanaged True English{1033)
msdyn_converttocase.html msdyn_converttocase htm Webpage (HTML}  Unmanaged True Email to Case Conversion (when user clicks on Convert Te..  English{1033)
msdyn_converiToCasejs msdyn_converiToCasejs Script ()5cript) Unmanaged True convert to Case English(1033)
msdyn_escalationCaseResources,js msdyn_escalationCaseRes.. Script {(JSeript) Unmanaged True Escalate ribbon button click actions English{1033)
msdyn_expandemailaddress.s msdyn_expandemailaddre..  Script (J5cript) Unmanaged True Expand Email Address in To field English{1033)
msdyn_getCaseTemplate.s msdyn_ge eTemplate,s Seript (J5cript) Unmanaged True English{1033)
msdyn_getCaseTimelinejs msdyn_getCaseTimelinejs Script {(JSeript) Unmanaged True English{1033)
msdyn_OnHoldCaseRescurces,js msdyn_OnHoldC c Script (J5cript) Unmanaged True This is show LOB and Select Case Template based on Assi..  English{1033)
msdyn_openheldform.js msdyn_openholdform.js Script {(JSeript) Unmanaged True When the Status of a case from changes to Customer Hel...  English{1033)
msdyn_processingcenterbasedoncou.,  msdyn_processingcenterb.,  Seript (JScript) Unmanaged True To populate Processing Center value based on Country se..  English{1033)
msdyn_webApiSDKHeIper.js msdyn_webapisdkhelper Script (JScript) Unmanaged True English{1033)
msdyn_workbenchWebapiHelper,js msdyn_ benchWebapi..  Script (JScript) Unmanaged True English{1033)
Multiple Uploads msdyn_multiple_uploads Webpage (HTML}  Unmanaged True English{1033)
notesattachmententitysettings msdyn_notesattachme: Webpage (HTML)  Unmanaged True English{1033)
MotesAttachmentEntitySettings_Loge msdyn_notesattachmenten.. 10O format Unmanaged True English{1033)
Reportican msdyn_Repo 1CO format Unmanaged True English{1033)
Sentiment Emotions Display msdyn_SentimentEmotions ‘Webpage (HTML)  Unmanaged True English{1033)
UnreadEmail msdyn_unreadEmail.js Seript (JSeript) Unmanaged True English{1033)
ValidateDetails msdyn_validatedetails Script (JScript) Unmanaged True

3. Custom entities

There are 13 custom entities would be available as part of this solution. We need to make sure that all
the custom entities must require a value to execute the below functionalities.

3.1 Business Function
Business Function is the parent value for all the routing information of a Case. Below is the snap shot of
this entity.

BUSIMESS FUMCTION @ INFORMATIOM

New Business Function -=

1
I

« General

NOTES

o

You must provide a value for Business Function.

Business Function ™ | ACTIVITIES

Mo records found.
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3.2 Line of Business

Line of Business is having relation with Business Function. Business Function to Line of Business would

be 1: N relationship. Below is the snapshot

LIME OF BUSIMESS : INFORMATION

New Line of Business =

« General
Line of Business ™ e - ACTIVITIES
Description - Mo records found.

Business Function - ™

Hold Assign Mo
Hold Assign To Yes
Default Case Templatt

Hold Assign, Hold Assign To values (Yes/No) would be used to create Child Case for 3" Party

Hold.

3.3 Program

Program is independent value is used for Case creation. Below is the snap shot
PROGRAM : INFORMATION

New Program -=

4 General

Program *
Description --

N - +
Line Of Business --




Dynamics 365 for BPO

3.4 Case Type
Case Type is used to track the type of the case whether it is Transaction or Inquiry. This value drives the
Case Sub Type, Reason, Sub Reason of the case. Below is the snap shot

CASE TYPE : INFORMATIOM

New Case Type =

<« General
Case Type ™ e - ACTIVITIES NOTES
Description - Mo records found.

3.5 Case Sub Type

Case Sub type values will be loaded on the form based on Case Type, Line of Business. Below is the
snapshot

CASE SUB TYPE : INFORMATION

New Case Sub Type =

« General
Case Sub Type ™ o - ACTIVITIES MOTES
Description -- Mo records found.
Case Type * --

Line Of Business * --

3.6 Reason
Reason values will be loaded on the case form based on Case Sub Type. Below is the snap shot
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REASOMN : INFORMATION

New Reason =

« General
Reason ™ e - ACTIVITIES NOTES
Case Sub Type™ -- Mo records found.

Description --

3.7 Sub Reason

Sub reason values will be loaded based on the Reason selected. Below is the snap shot

SUB REASON : INFORMATIOM

New Sub Reason =

<« General
Sub Reason ™ o - ACTIVITIES NOTES
Reason * -— Mo records found.

Description --

3.8 Country
Country is independent value. Every country value must be mapped to Processing Center. For example,
United States is mapped to AOC (American Operations Center) processing center. Below is the snap shot

COUMNTREY [150] @ INFORMATICMN
New Country [ISO] =
« General

Country ™ a -
Country Code(3) " --

Case Processing Center -

10
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3.9 Escalation Mapping

Escalation mapping is linked with Business Function, Line Of Business. User has to provide Escalation
Queue, Owner details while providing values to this custom entity. So that escalation functionality will
work properly.

ESCALATIOMN MAPPING : INFORMATION

New Escalation Mapping =

4 General
Mame * e - ACTIVITIES MNOTES
Business Function ™ - Mo records found.

Line of Business ™ --
Processing Center -
Product --
Tier --
Root Cause -
Escalation Queue Nan -
Tueus Onwner -
Motification Time Peri -
Line of Business Manz --

Email Template Mame -

3.10 Out of SLA Reason

This value will be displayed when the case is having expired SLA. System will not allow the user to
resolve the case unless until user selected this value.

CUT OF SLA REASOM : INFORMATION

New Out Of SLA Reason -=

4« General

E
Mame

e
Chwner

[ 1]

3.11 Out of SLA Sub Reason

Based on the Out of SLA reason selected, this value will be displayed.

11




Dynamics 365 for BPO

CUT OF 5LA SUE REASOM @ INFORMATION

New Out Of SLA Sub Reason -=

4 General

Marme ™
Out OFf SLA Reason ™
Cwner ™

[ 1]

3.12 Hold Reason

Hold reasons are used to populate while case is put on hold. This value is linked with Hold Type
(Customer Hold, 3™ Party Hold and Internal Hold). Below is the snap shot

HOLD REASOM : INFORMATIOMN

New Hold Reason =

« General
Mame ™ e - ACTIVITIES NOTES
Hold Type ™ -- Mo records found.

Line Of Business ™ -

3.13 Root Cause

Root cause can be added by adding respective values of Case subtype. Significance of the entity is to
enable user to detect cause of the problem.

ROOT CALUSE : INFORMATICOMN

New Root Cause -=

« General

Root Cause ™ MOTES

Case Sub Type ™ -- Mo records found.
Desctiption --

IsPartnerFacing MNo

IsOrderCentralFacing MNo

12
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3.14 Case Templates

This is used to create a quick case with pre-defined set of values. After defining this values in Case
Template, user can select this template while creating a case. Values will be auto populated once the
user selects the template from Case Template drop down of Case form.

CASE TEMPLATE : INFORMATION

New Case Template =

Case Template Nam* € -- ACTIVITIES NOTES
Cwener ™ - & v Mo records found.
Case Status Active

Suppress Notification: Ne
Business Function *

Line of Business -
Program *

Case Type "

Case Sub Type ™

Reason ™

Sub Reason

Country [Processed)
Processing Center

Product

Root Cause

13




Dynamics 365 for BPO

4. Sample case creation with custom values
Navigate to Dynamics 365 for BPO - Cases

Click on New Case. Enter all the mandatory information and Save the case. Based on above
configuration values Case would be created. Below is the snap shot of sample case

CasE
— Friority Created On St

Samp|e TESt CaSE = [ Btaem 15 In Progeess
- r e e
4 Summary

CASEDETALS ROUTING DETAILS.

G Tt Samgle Test Case Business Funcion ) i CUSTOMER DETAILS

o B Cas-oo0n3Caiing Linw of Bussiness.”

bt N Prags” Seresh Gudure

Farers L - Coe Tyge " T";- R o s -tw !

Customer ms .. Lo Sob Type L] Atager & tesd

Orgh - Rasen” L i L woie -

Costact = ol Reson 2l u {, Busioess

Ertement - (/

Frostuct -

PROCESSING DETAILS

14




Dynamics 365 for BPO

5. Escalation

Cases will be escalated at any time based on the severity established by the employee or vendor.
Based on the Escalation Mapping details custom entity values, the case will be escalated to Tier 1,
Tier 2, and Tier 3 and Tier 4 levels. Need to make sure that all the configurations are available.

5.1 Configuration

Prerequisite: Pls. see the section for detailed configuration of Escalation mapping custom

entity.

Case Main form

Settings—> Customization—> Customize the System—>Entity—>Case—> Forms

File ||gy Publish Al Customizations

@ Case

= Forms
Solution Default Solution
> 'F; Campaign Activity
3 ‘E, Campaign Response
4 M Case
=3 Forms

:_|| Views

fil) charts o

= Fields
m Keys
=5 1:N Relationships
313 N:1 Relationships
38 N:N Relationshi
.‘_‘é Messages
(54 Business Rules
-ﬁ,« Hierarchy Setti
IEl Dashboards

> |[4] Case Resolution

Add “Escalation details” section on the form along with the below mentioned mandatory fields

System Forms Active Forms ¥

MName

Case Card

Case

Case for Interactive experience
Information

Case Quick Create

Case Reference Panel

:]Newv )( Delete % Enable Security Roles

Form State

Active

Active

Active

Active

Active

Active

-_?‘_E|Fo rm Order =

47 Adtivate

Form Type State

Card Managed
Main Managed
Main - Interactiv.. Managed
Mobile - Express Managed
Quick Create Managed
Quick View Form Managed

;;;ﬁ Deactivate

Customizable

True

True

True

True

True

True

as well and make those fields read only so that end user cannot change it from Ul

More Actions -

Version

&.0.00

5.0.00

&.0.00

5.0.0.0

6.0.00

&.0.00

@ Help ~

Descri; &
Default case
Updated def
Default Inter.
This is the fo
Default quick

Aform that ¢

15
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Add following JavaScript web resources on the Case form libraries. For this user needs to click
on “Form Properties”. Below is the snap shot for reference.

——

FILE HOME INSERT
Save As - Undo E gl &, Enable Security Roles ﬁ
H o H % =% B r_:§ =
H')] Save and Close Redo '/2 = lé;"; Show Dependencies =
Save Change Remove Business] Form  Preview Merge
[ ¢ Publish Properties [EMavigation ~ Rules |Properties | ~ £ Managed Properties  Forms
Save Edit Select Form Upgrade
Case Solution: Default Solution
— Summary A Form: Case
~ Activities
- Case Relationships 4 Summary
~ Associated Knowledge...
‘CASE DETAILS

— Enhanced SLA Details v

— Additinnal Netails

| Business Function *

| Common

ne of Business *

ogram *

I.E) Closed Activities

Pmen Trma #

Needs to add below files by clicking on “+ Add” option

Form Properties

Modify this form's properties.

Events Display Parameters

MNon-Event Dependencies

Event Lisk

4 Form Libraries

Manage libraries that will be available in the form.

gk add | [ Remove | @& up

| ® Down | [} Edit

msdyn_openhaldform.js
msdyn_constantsjs
msdyn_jgquery_1.9.1.min
msdyn_jsend

msdyn_commonResources js

medyn_escalationCaseResources s

msdyn_openholdform.js
mzdyn_constants.js
jauery_1.9.1.min

json2
mzdyn_commonResources js

mzdyn_esscalationCaseResources js

When the 5tatus o...

Common Resources

Escalate ribbon bu...

L)

16
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Add escalation activity Sub-Grid on the case form as shown to track the escalation activity record for
the respective Case.

4 Activities

Escalation Activities (Regarding Object)

5.2 End User Experience
Create a Case with all the mandatory details and save the case

Click on Escalate button

B cavERROUTE = New [ ESCALATE 4, CREATECHILD CASE  [JRESOLVE CASE [ camceLcase B, ADDTOQUEUE [ QUEUETTEM DETAILS  S& ASSIGN

User will be prompted with the below message

Message from webpage

r l\_\. The case is successfully escalated te ABC queue.

Case will be escalated to configured queue as per Escalation mappings details
0. QUEUE ITEM DETAILS
To check the escalated queue, User must click on = o which on the case form

and we can see the queue detail. Below is the screenshot.

17
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m QUEUE ITEM CUSTOMIZE

| I I ! Copy a Link Follow
= Email a Link Unfoliow
Save  Save & View
Close  Hierarchy Add Flow
Save Cellaborate

© &

Run Start
Workflow Dialog

Process

Queue ltemn : Information

@. Background Processes

Entered Queue
Real-time Processes

Modified On

L General = Queue ltem Queue ltems - | T | ¥ |
—  Test Email - 13 Nov - 4
e 4 General
4 Common - B
[§ Audit History Queue ™ [l ABC @ Queusitem™ /~ Test Email - 13 Nov - 4 ]
4 Process Sessions Woarked By I =@

111472017 231PM
11/14/2017 231 PM

5.3 Resolve case escalation

Once case is escalated respective case escalation activity will be created as shown in the below

screenshot.

18
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ON ACTIVITY : INFORMATION

Eg test 1=

4 General

Activity Status

Es test 1
Es test 1
Test RC

Resolved

Once the activity status is changed to “Resolved” all the other parameters will be reset to normal values

as per below screenshot.

Escalation Details

E=calated

E=calation Level

NOTE 1: Queue to which case is supposed to be escalated should be available in the CRM system. If
queue is not available, successful escalation alert will be displayed but case will not be routed to the

queue.

NOTE 2: Case will be escalated to the appropriate respective level only if Product and processing
center available on the case form is matching with the escalation mapping record.

i.e.: To escalate case to the Tier 1, if values available on case form is “Product 1” and “AOC” for
product and processing center respectively.
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CASE DETAILS ROUTING

Case Title* Es test 1 Business Function ”

D # CAS-00181-L8X6K7 Line of Business "

Subject - Program "

Customer* - - ST Case Type"

Parent Case - Case Sub Type "

Origin - Reason”

Contact - Sub Reason "

Entitlement =

Product Product!

Root Cause - PROCESSING DETAILS

Received Date e County Processed)® Al
Processing Center AOC

As shown in the below screenshot Escalation mapping entity record is having same values for product
and processing center. Hence the record will be escalated to Tier 1.

ESCALATION MAPPING : INFORMATION

3P XBOX Tier 1-=

<« General

Name ™

Business Function™
Line of Business ™
Processing Center
Product

Tier

Root Cause
Escalation Queue Nan
Queue Owner
Notification Time Peri
Line of Business Manz

Email Template Name
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6. Custom Hold activities

There are three different custom Holds are available in this solution. Those are Customer Hold, 3™ party
hold and Internal Hold, below are the examples when case can be put on any of these holds

Customer Hold: This custom hold can be used when user is waiting for additional information from
request Submitter. For example, Documents are missing or missing mandatory information.

3" Party Hold: This custom hold can be used when we need external additional information.

Internal Hold: This custom hold can be used, when user go on lunch break or attend any other
scheduled meeting etc.

6.1 Hold Activity Configuration

Open Microsoft Dynamics 365

Navigate to Settings = Customizations = Customize the System

ynamics 365 v = Sales v Dashboards >

Marketing Training Azure Attachment Storage

Business Customization System Process Center Application
."] Businass Management m Customizations @ Administration Email Configuration ﬂ Processes t v Interactive Service Hub
| . | — — — |
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iz Dynamics 365 Settings v | customizations

0 New Alerts ()  Latesk: You've got an alert for the mailbox 'Reusable Devl'. Today 4:29 AM View Alerts )

@ CRM REST BUILDER & RIBBON WORKBENCH 2016

Customization

Which feature would you like to work with?

v| Customize the System
| ‘ ¥ Creste, modify, or delete components in your organization. Components include entities, fields, relationships, forms,

~ Publishers
9

Create, modify or delete a solution publisher.
reports, processes, and others —%
g 4]: Solutions { Developer Resources
2
‘ Create, modify, export, or import 2 managed or unmanaged solution. - View information or download files that help you develop applications and extensions for Microsoft Dynamics 365.

Themes
Adjust your organization’s colors, Create, change, or delete themes that are used in your organization,

o

From the entity list in the customize system window chose Case entity, open main form.

Add, Status Reason field on the form and save the form

“ Surmmary

Go to Form Properties now, as shown below...

5" Microsoft | Dynamics 365
FILE HOME INSERT

Ei Save As j Undo ~ Header — 1N % Enable Security Roles
3 L ] -
H = g L = a g E §=33
[_.'j] Save and Close Redo _i Footer /2 A Déj Show Dependencies =
Save Change Remove Body Business | Form_  |Preview Merge
_ﬁ Publish Properiies E[] Navigation Rules |Properties| = % wianaged Properties rorms

Save Edit Seled ﬁ Farm Upgrade

it

Click on Add in Form Libraries and chose msdyn_openholdform.js web resource and add that.
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Go to Even Handlers, after adding the web resource. And add this on Status Reason change events and
add popUpCustomerHold in function as shown below.

4 Event Handlers

Manage functions that are called for form or field events.

Contro Status Reason ¥

Event OnChange r

gp Add [ remove i Up & Down P Edit [Ey Edit Library
Library Function Enabled
msdyn_openholdfiorm.js popUpCustomerHald True

Note: Once, the even handler is added, remove the Status Reason field we have added in the Summary

Section. Even we have removed it from the Summary Section, the event triggers on change of Status
Reason.

Add section on the Form and named it as Hold Activities. Add Sub Grid to that Section with below
configuration as shown.
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Set Properties ? X

Set the List or Chart properties.

Display Formatting Confrols

— Mame

Specify a unique name.

Mame * holdactivities
— Mame
Label * Haold Activities {Regarding)}
| Display label on the Form

— Data Source

Specify the primary data source for this list or chart.

Records Only Related Records -

Entity Hold Activities {Regarding) -

Default Wiew My Open Hold Activities e
Edit I Mewr

6.1.1. Auto Activity Close - Configuration

This Auto Activity Close functionality helps user closing the Hold Activity based on the close date given.

Navigate to Settings = Customizations = Customize the System

e Dynamics 365 v Sales v Dashboards

Marketing Training Azure Attachment Storage
Settings
Business Customization System Process Center Application
Business Management m Customizations ﬁ Administration Email Configuration ﬂ Processes Interactive Service Hub
| — | | — | e | |
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Dynamics 365 + Settings v customizations

0 New Alerts {(4)  Latest: You've got an alert for the mailbox ‘Reusable Devi', Today 4:29 AM View Alerts

@CRM RESTBUILDER % RIBBON WORKBENCH 2016

Customization

Which feature would you like to work with?

Publishers

Customize the System
Create, modify or delete 2 solution publisher.

‘ ‘: W Creste, modify, or delete components in your arganization. Components include entities, fields, relationships, forms,

reports, processes, and others

el

Developer Resources
View infermation or download files that help you develop applications and extensions for Microsoft Dynamics 365,

=

Create, modify, export, or import 2 managed or unmanaged solution.

g q]: Solutions
¢

Themes
Adjust your organization’s colors. Create, change, or delete themes that are used in your organization,

A

From the entity list in the customize system window chose Hold Activity entity, open main form

and Go to Form Properties now, as shown below...

5" Microsoft | Dynamics 365

I HOME | INSERT

Save s j Und  Header = 7 BB % Enable Security Roles %
i | =
H i L — E
1 Save and Close Redo Footer f? N o Show Dependencies L
= - . - 1
Save Change  Remove Body Business Preview Merge

_@P,bl'sr Properties i |Navigation  Rues [Propetles| o+ Mansged Properties  FOS

Save Edit Select ﬁ Farm Upgrade

Click on Add in Form Libraries and chose msdyn_openholdform.js web resource and add that.

g [

4 Form Libraries

Manage libraries that will be available in the form.
lf.}i Add J Remove iir Up ¥ Down [ Edit

Mame Display Mame Description

msdyn_autoactivityclose,js msdyn_autoactivityclose,js Auto Close the Act..

Go to Even Handlers, after adding the web resource. And add this onLoad, Close After Date Time and
Auto Activity Closure (Yes/No) change events and add setAutoActivityCloseAfter in function as shown

below
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4 Event Handlers

Manage functions that are called for form or field events.

Control | Form r |

Event | OnLoad v

df Add | [ Remove | M Up | @ Down | [y Edit | [ER Edit Library

Librany Function Enabled
Imsdyn_autoactivityclose.js setAutoActivityCloseAfter

True

4 Event Handlers

Manage functions that are called for form or field events.

Cortrol | Auto Activity Closure (Yes/No) v

Event | OnChange r |

o Add | [ Remove | M Up | # Down | [gp Edit | [E} Edit Library

Librany Function

Enabled
Imsdyn_autoactivityclose.js setAutoActivityCloseAfter

True

4 Eyent Handlers

Manage functions that are called for form or field events,

Control | Close After Diate Time ¥ |

Ewvent | OnChange ¥ |

g Add | [ Remove | ¢ Up | @ Down | [y Edit | [ER Edit Library

Library Function Enabled
Imsdyn_autoactivityclose.js setAutoActivityCloseAfter

True
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6.2 End User Experience

Once the configuration has been completed, in the Dynamics 365 organization, a user can create new
activity record on change of case status reason. The steps outlined below illustrate creating a case from
an Email Record.

Navigate to D365 for BPO - Cases

Dynamics 365 ~ = D365 for BPO « | Cases

o You need to assign security roles to new users  Click to see a list of users who need Microsoft Dynamics 365 Security Roles, Assign Roles

+ newcase  ‘® PHONESUPPORT  [If DELETE | *  [F] RUN REPORT EXCEL TEMPLATES ~ ﬁ, EXPORTTO EXCEL | ~ [ IMPORT D

Click on NEW CASE, to create a new Case Record.

B Dynamics 365 ~

Morral L n Progees

Now change the Status to Customer Hold. Then we give get a confirmation alert, whether user wants to
open a new hold activity or not. If user clicks on Cancel, no form gets opened.
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R X
Dynamics R TR R IR e cuseabledev.crm.dynamics.com says: P 9 + v d

Are you sure, to change the status of this case to Customer Hold?

LS SBASSIGN  wes

M saveaRoUTE F NEw  [DESCALATE £, CREATECHILDCASE  [LRE
CASE
Case (Sam |e) = Priority Pending Email Count| Status
p - Normal o In Pragress
On Hold
Waiting for D
Identify (Active) F Research Resolve Fe?earch_\!wg
New Ema
ustomer Ha
' Find Customer™ (Customer Hol
et = Internal Hold

3rd Party Hols
Prablem Sohn
B Case (Sample) Completed ™

Phone to Case Process Next Si

click to enter

If user clicks on OK, a Hold Activity form gets opened as shown below... with case ticket number appended

with Case Status Reason.

Dynamics 365 ~+ cas-o00152-B6H2Q7 ...

B 5AvE v MARK COMPLETE Q] SAVE & CLOSE FORM EDITOR

HOLD ACTIVITY : INFORMATION

CAS-00152-B6H2Q)7 ... = o | st

-
<« General
Title ™ CAS-00152-B6H2Q7 is on Customer Hold Assigned To Group * Submitter (Contact)
Reason ™ e -- - Activity Closure (Ye MNo
e -- After Date Time a -
Start a -
NOTES
No records found.
-
Open You must provide a value f: H

Fill the required field values — Reason and Responsible By.

Now this activity is mapped with the case.
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Heold Activites

+
Hold Type “™ Actual Start Actual End Ho
Customer 111472017 5:24.. Authc

Select Auto Activity Closure (Yes/No) to Yes. Then, Close After Date Time field to be filled out.

DANEMICS 365 -~  CAS-00152-BEH207 .

HOLD ACTIVITY : INFORMATICN

CAS-00152-B6H2Q7 .= [ o [

+ General -
Tithe ® CAS-D0N52-BOHXAT 5 on Customer Hold Assigred Ta Geoun ™ Submitter {Contact)
T— Bute Activity Chsure [Ye Yes

(115207 s30PM |
B 01472017 5:24 PM

Automatically the hold activity gets closed, at the given close after date time.
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6 Email expand and validation

This is around validations around Email entity. This will auto populate the From field to default queue,
verify the To recipients and While sending the email, it will check on To recipients list and count of
number of attachments on the email.

6.1 Configuration

Navigate to Settings=>Customizations—> Customize the System
Select the Email Entity and Click on Forms
Select Email main form and Click on Form Properties

Add the msdyn_fromfieldscript and msdyn_expandemailaddress on the email form. Also provide
necessary function names as per mentioned. populateQueueDetails () and expandemailaddress() for the
scripts respectively.

Form Properties >

Maodify this form's properties.

Ewents Crisplay Parameters Mon-Event Dependencies
si= Add % Remowve ir Up 4 Down [ER Edit — T -
MNMame Display Mame Drescription .
msdyn_unreadEmail.js UnreadEmai
msdyn_convertToCase.js msdyn_convertToCase,js conwvert to Case
msdyn_workbenchWebapiHelper.js msdyn_workbenchWebapiHelper.js
msdyn_fromfieldscript
msdyn_expandemailaddress.js -

-  Ewent Handlers

Manage functions that are called for form or field events.

Contro Form il

Ewvent OnLoad il

o= add [ rRemove iy Up 49 Down & Edit [E[ Edit Library
Libramny Fun«ction Enabled
msdyn_unreadEmail.js onReadOFfEmail True
msdyn_fromfieldscript populateQuesuseDetails True
:rnsdyn_expandemailadd resst: expandemailaddress True

Ok Cancel
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4 Event Handlers

Manage functions that are called for form or field events.

Control Tao

Event OnChange

gF Add | [} Remove | i Up | @ Down | & Edit | [E3 Edit Library
Librany Furnction Enabled
msdyn_expandemailaddress.s expandemailaddress True

4  Event Handlers

Manage functions that are called for form or field events.

Control Form T

Ewvent Onsave T

g Add | ¥ Remove | ¢ Up | ® Down | [ Ecit | [EF EditLibrary
Library Function Enabled
I'nsdyn aq:andanailaddress.jsl expandemailaddress True
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4 Event Handlers

Manage functions that are called for form or field events.

Control Cc

Event OnChange

gl add [ remove i Up I Down b Edit L4 Edit Library
Library Function Enabled
msdyn_expandemailaddress.js expandemailaddress True

Note: To and CC fields accepts only Contact records and will not accept Account Records. If user tries to
add any Account record, they will get automatically removed.

If, still user wants to add Account record, user must remove this web resource
(msdyn_expandemailaddress.js) from Email Form Properties, as mentioned in above screenshot.

6.2 End user Experience

Once done with the configurations as mentioned above on Email form load the From field will be
populated with default queue.

SEND button will have validations.

While sending email to the respective user following pop up will be visible to user from which user can
chose to send or cancel email sending. Alert will show number of files attached and file names as well.
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e ]

Email validation successful.
Email recipient:
Attachment Count: 2

Attachment added to Email: Queries.txt, msdyn_commonResources.txt

7 SLA

Prerequisite: Out of SLA Reason and Out of SLA Sub Reason custom entities should be configured.

SLA is the OOB functionality

7.1 Configuration

Add the following fields to the Case form provided with the solution as per mentioned.

To add the Iframe of “case TimeLine” user must go form editor of case form and he has to click
“Insert” option and need to add the Iframe which is mentioned in next point.

(U HOME | INSERT KEUsEanElevl g
v ¥ v v ¥ ¥ v ¥ E) Web Resource 2 -
=] — - YA '
S oo O BE= B o =
Section Three  Three Two Two Two One  Sub-Grid Spacer Quick View Bing Mavigation Social Timer KnowledgeBase ACH
+  Columns Columns Columns Columns Columns = Column Form Notes Maps Link  Insights Search Contral
3 Tabs 2Tabs 1Tab Control
= - y IF .
4 Case EJ-”J Solution: Default Solution Tame Field Explorer
Summary A Form: Case Insert an [Frame.
Activities e . Filter Al Fields
1 Immarv 3
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III

Add the “msdyn_caseTimeLine.htm
below.

on the case form as new section on the case form as per available

-’ Solution: Default Solution

Form: Case
“ Summary
CASE DETANS ROUTING
.Ctu Tite * Ectnett Funceen | -
o Une of Business *
'“ Subject 'ongum -
'B Customer VCm Type "
.0"'9-0 . | Care St Type*
" Contact i Reason *
.B Entitement Sub Reason *
vi Product
.?aootc:uu ; - lrll(x!ssmooums
| Received Date | | Country Processed] *
: : . Processeg Cemter
: e —

After adding msdyn_caseTimelLine.html web resource to case form then we have to double click on this
and needs to do below property.
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Web Resource Properties

Modify this Web resource's properties.

Genersl Farmatting Dependencies
Web resource

Web resource @ msdyn_caseTimeline_ htmil

Field Mame and Properties

Mame * WebResource_casetimeline

Label * cazetimeline

DDisplay label on the Form

Wisibility

[Wvisible by defaulr
Web Resource Properfies

Custom Parameter{data)

O

|:| Pass record object-type code and unigue identifier as parameters.
O Enzble for tablet

Restrict cross-frame scripting, where supported.

[0]4
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Web Resource Properties

Modify this Web resource's properties.,

Generzl Farmatting Dependencies

Layout

Select the number of columns the comtral ocoupies:

I:_:ID ne column
':!':'T'.r.r:} columns

DThree columns

l::;'Fu::nur columns

Row Layout

Select the number of rows the control ccoupies.

Numlber of Rows 10

Dﬁ.utamatically expand to use available zpace.

Scrolling

Select the scrolling type for the IFRAME.

Scrollimg Az Mecessary

o0o
000
000
0oo

o I s s [
 s—f [ |
s Y s — |

T
00
Ijij

o I s s [
 e—f — [ -1
 e— |

|

QK

Cancel

W

Configure the SLA with the proper condition such that it will trigger on the case creation. Once SLA is
triggered SLA Left and actual SLA fields will be visible. Based on hold activities other fields will be

populated respectively.
Below is an example on configuration of SLA

Navigate to Settings = Service Management

36




Dynamics 365 for BPO

Dynamics 365 « Service ~ Cases > CAS-00175-L2C9)9i...

Marketing

Business Customization System

Business Management m Customizations % Administration

Security E Activity Feeds Configu...

Product Catalog Iﬂ Dynamics Marketplace m Data Management E Activity Feeds Rules

Service Managemesnt Plug-In Trace Lag
. Mobile Offline Document Manageme...
Sync Errar % Auditing

Email Configuration

Templates Solutions

System Jobs

Relationship Insights

Go to Service Level Agreements in Service Terms section.

Dynamics 365 v | Settings -

0 New Alerts (4)  Latest: You've got an alert for the mallbox ‘Reusable Dev1'. 11/14/2017 4:25 AM

Service Management

Set up customer service for your organization.

Case Settings with Record Creation and Update Rules

Parent and Child case settings
Specify the information to be inherited from a parent case to child cases. Define case dlosure cascade settings between
parent and child cases.

ﬁ Queues
= y Create and manage service gueues, and manage the membership of private queues. Establish criteria for automatic
record creation and updates.
Routing Rule Sets Automatic Record Creation and Update Rules
Create or delete case routing rules. Change existing rule information, such as conditions, erder, and actions. Create and manage rules for automatic record creation and updates. You can set up rules for either out-of-the-box
entities or custom entities,

[ Subjects
\j Create and manage information in a subject tree. This helps to categerize an organization's cases to identify frequent

requests and problem areas.
Service Terms @

Service Level Agreements Entitlements
Create and manage st level agreements (! ), and associate them to a customer service schedule. Define failure. Create and manage entitlements, and associate them with 2 customer. Define and manage entitiement terms of
and warning violation time, and the actions a: ith SLAs. service for multiple channels:

Create and manage a list of holidays for Set m-level service settings for your organization.
schedule determines SLA time calculations.

Holiday Schedule & Service Configuration Settings
rVice st he haliday schedule with a service ﬁl}

Customer Service Schedule
Create and manage customer service schedules for the organization.
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Click “New” to set up new SLA. A dialogue box comes out and to Create SLA, provide Name for SLA and
chose Case entity from the drop down and click ok.

+ NEW

Create SLA

Create a new SLA record

Mame --

Entity * Case

Ok Cancel

A SLA record gets opened and fill out the required fields and save the record as shown below

4 NEW T DELETE +/ ACTIVATE E., SET AS DEFAULT é& ASSIGN = EMAIL A LINK @WORD TEMPLATES ~ [¥] RUN REPORT ~

SLA (Sample) =

4« General
MName ™ SLA (Sample)
Entity * B Case
Applicable From ™ @ Created On
Business Hours
SLA Type™ @ Enhanced
Allow Pause and Resume ™ & Allow

Description

5LA Details

MName ‘Warn After Failure After SLA KPI Field Created On Maod

Mo SLA Item records found.
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Now, click on + symbol in SLA Details section to configure SLA and a new window gets opened to

configure SLA Details, in which we can mention the Success Criteria and Applicable When (to trigger SLA)

— —
FILE SLAITEM |

E‘ Save & Mew Copy a Link Follow
+
o g $ ¢ - =
I Celete 2 Email a Link Unfollow :
Save  Save & Speech to Text Speech to Text Wiew Run Start ‘Word Run
Close Start Stop Hierarchy Add Flow Workflow Dialog = Templates » Report~
Save Records Collaborate Process Data
@ SLA Item SLA Items v| L) |~|!'|
Information
-
4 General
MName * SLAlem{Sample) SLA KPI First Response By KPI v
Applicable When
D Clear | t‘] Group AND ]nt Group OR
v Case Case Reason Contains Data
v (ase Country [Processed Contains Data
Select
Success Criteria
m Clear | E'] Group AND ]nt Group OR
| v (ase Status Reason Equals Completed
| Select i
= EE—
SLA ltems '|1‘|~|!|

@ SLA Item

Information

Success Actions

‘EAddStepv | )( Delete this step.

SLA Item Failure

Failure after 1 hour

Failure Actions

[ Add Step + | )( Delete this step.

SLA ltem Warning

Warn after 30 minutes

Wamning Actions

B Add Step ~ | ¥ Delet

Once Applicable and Success Criteria is filled out, save and close the form.

Now click on activate the SLA to trigger that on the given conditions.
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= nEw T DELETE | &/ ACTIVATE Ea SET AS DEFAULT éﬁ ASSIGN e EMAIL A LINK E|WORD TEMPLATES ~ [¥] RUN REPORT =

Reference(SLA): https://www.microsoft.com/en-us/dynamics/crm-customer-center/define-service-
level-agreements-customer-service.aspx

7.2 End User Experience

Once the SLA is expired and user tries to resolve the case, Out Of SLA Reason and Out Of SLA Reason
fields get visible and mandatory fields. User needs to fill them as well.

4 Enhanced SLA Details

Mame 4 Status Failure Time Warning Time
First response in (] Expired First Respanse By kP!

¢

After above SLA configuration, if user try to create a case then the SLA information would be update like
below on case.
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SLA Left Ch 4m Actual SLA Ch Om
3
3rd Party Oh Om
Hold

Total Hold

Tl;}mae © Oh Om Customer Oh Om
Hold
Internal Hold i0h Om

Total Case Duration Ch 1m

Case Duration a1

Out Of S5LA Details

Ciut of SLA Reason ™

Ciut of SLA Sub Reason ™

8 Convert to Case
The Convert To Case Solution is an add-on feature to dynamics 365 CRM to create a case from Email

record.

8.1 Configuration
Pre-requisites:
e Fields to be added on Case Form.
e Records to be created in Case Template Entity (optional).

e Filter conditions to be applied on the fields added on Case Form.
Ul Configuration — Case Form

Navigate to Settings = Customizations = Customize the System
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Sales ~

Marketing Training Azure Attachment Storage
Settings
Business Customization System Process Center Application
E Businass Management m Customizations ﬁ Administration Email Configuration n Processes Interactive Service Hub
L | —— — — —

::  Dynamics 365 ~ Settings v  customizations pel D —+ A4 25} i

o New Alerts {4)  Latest: You've got an alert for the mailbox ‘Reusable Dev1". Today 4:29 AM View Alerts

@CRM REST BUILDER ¥R RIBBON WORKBENCH 2016

Customization

Which feature would you like to work with?

Publishers

Create, modify or delete a solution publisher.

v Customize the System
‘ ‘ 8 Create, maify, or delete components in your organization. Companents include entities, fields, refatianships, forms
reports, processes, and others

&)

Developer Resources

View infarmation or download files that help you develop applications and extensions for Microsoft Dynamics 365,

g d‘}; Solutions

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

=

Themes
Adjust your organization’s colors, Create, change, or delete themes that are used in your organizstion,

From the entity list in the customize system window chose Case entity, open main form and add a section

with fields as shown in below screenshot
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e 1
| ROUTING i
e 4
1 Business Function ® H
| L o oo IICIIIIIIIIIIIIIIIIIIII I al
R e e e e H
1 Line of Business ™ H
N L e oo mmemeemeeee—coooooooooooooooooooooiII=- a!
e 3
e ¥ i
1+ Program Il
W _________ |
| IR e e a1
i T
11 Case Type b
e o |
e =
1y il
|| Case Sub Type ™ b
i ! e N
S a1
e =
i * i
' Reason b
S i
| PooTmmmoTmmmmommomssommmssoomooooooooooooosooooooooes g
|} Sub Reason ™ o
S ey al
! I
1 1
! I
! I
1 1
b e e e e m e c e mm e e mmm e mmmm e mmm e ——————————————————— 4

After adding this section with the above-mentioned Fields (Lookups), we need to add some filter
conditions to the lookups. So, that based on the filter we have applied all the other lookup values get
populates (Dependent Lookups, in fact).

Go to Field Properties of Line Of Business field, and in Display tab, go to Related Records Filtering
section and select Business Function (Cases) in Only show records where and choose Business Function
— Line Of Business (Lines Of Business) in Contains as shown below.

Related Records Filtering

#|\0nly show records where:

Business Function (Cases) r
Contains
Business Function - Line of Business (Lines of Business) r

#| Users can turn off filter

This filter condition helps in filtering out the LOBs (Line Of Business) records based on Business Function
values.

43




Dynamics 365 for BPO

Follow the same steps mentioned in above for all the other below fields as shown

a. Program

— Related Records Filtering

Only show records where:

| Line of Business {Cases) v |
Contains
| Line Of Business {Programs) Y |

Users can turn off filter

b. Case Sub Type

— Related Records Filtering

Only show records where:

c. Reason

| Line of Business [Cases) ¥ |
Contains

| Line Of Business (Case Sub Types) ¥ |
[ Allow users to turn off filter

— Related Records Filtering
Only show records where:

| Case Sub Type (Cases) r |
Contains

| Case Sub Type (Reasons) ¥ |

Allow users to turn off filker

d. Sub Reason
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Related Records Filtering

[#] Only show records where:

Case Reason (Cases) ¥
Contains
Reason (Sub Reasons) v

1| Allow users to turn off filter

Add one more section with fields as shown in below screenshot

-
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1
1
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1
[
1
1
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1
1
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[
1
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1
1
[
1
L

a
1 1
i Pracessing Center i

g 4

]

i

:

1l

o 4

Now, go to Form Properties

2% Microsoft | Dynamics 365

FILE HOME IMSERT

== — = = oy
Save As - - Undo i Header ,g‘_[ . IS &, Enable Security Roles .
i z l_—l = =5 | E S ) g
H] Save and Close Redo | s __| Footer l“q’j Show Dependencies -
Save Change Remove Body Business | Form | Preview herge
Lﬁ Publish Properties ED Mavigation Rules [Properties| - f% Managed Properties rams
Save Edit Select ﬁ Farm Upgrade

Click on Add in Form Libraries and chose msdyn_processingcenterbasedoncountry.js and add.

Go to Even Handlers, after adding the web resource. And add this onLoad and on Country[Processed]
change events and add onLoadReadCountry in function as shown below.
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4 Eyent Handlers

Manage functions that are called for farm or field events.

Contral | Farm ¥ |

Event | OnlLoad ¥ |

g Add | B Remove | 4 Up | @ Down | [ Edit | [E§ EditLibrary

Library Function
I'nsdyn _processingcenterbasedoncountr... onLeadReadCountry

Enabled

True

4 Eyent Handlers

Manage functions that are called for form or field events,

Control | Country [Processed) ¥ |

Event | OnChange Y |

gf Add | (B Remove | Up | @ Down | [gp Edit | [ Edit Library

Library

Function

I'nsdyn _processingcenterbasedoncountr... onChangeOfCountry

Enabled

True
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Details = Dependencies

Library msdyn_processingcenterbasedoncountryjs ¥

. Channe try
Function * onChangeQfCountry

¢|| Enabled

Note: msdyn_processingcenterbasedoncountry.js, is a web resource, which helps populating Processing
Center information automatically based on the selected Country [Processed]. We need to map processing
center information in Countries Entity to auto-populate this in case form.

Make sure all the below mentioned web resources are added in Form Libraries from Form Properties.

a. msdyn_constants.js

b. msdyn_commonResources.js
Cc. jquery_1.9.1.min

d. msdyn_json2

4 Form Libraries

Manage libraries that will be available in the form.

Eﬂi Add |_'3', Remove @ Up P Down E§ Edit

msdyn_constants.js msdyn_constants,js

msdyn_jguery_1.9.1.min Jjquery_1.9.1.min

msdyn_json2 json2

msdyn_commonResources,js msdyn_commonResources,js Common Resourc..

8.1.1 Optional Configuration

This section provides information on optional configuration on functionality of Case Template entity. This
entity helps to populate all the fields automatically while we are converting an email into a case.
Below are the required entities list to create Case Template.

a. Navigate to D365 for BPO -> Case Templates

b. Click on New and Create a Case Template Record.

8.2 End User Experience
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Once the solution is imported and configured in the Dynamics 365 organization, a user can create a case

from Email. The steps outlined below illustrate creating a case from an Email Record.

Navigate to D365 for BPO—> Activities 2 Email

Dynamics 365 v Sales v Adiities >

o New Alerts {4) Latest: You've got an alert for the mailbox ‘Reusable Devi', Today 4:29 AM | View Alerts

[ Task] & eMalL | []APROINTMENT | = § PHONECALL [E) LETTER &nF.'u\Ii] EE}SER'-.-"ICE ACTVITY "%, CAMPAIGN RESPONSE  [7] OTHERACTIVITIES = s

Click on Email, to create a new Email Record. Provide From, To and Subject fields with required
information.

Convert TC@&S-’J =

 — s +

Commvert To Case

Click on Convert To Case in the Email Record ribbon as shown in the above screenshot
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L o & B Comemten Cant - Googs Chunma =] e o | i

Convert To Case -m| e &

]

LA I E
PLE QR E S

A1 &

Corart To Case

a. Once user fills From field information, automatically if it’s a System User Record, and the same
User record information with email address is present in the Contact record, when the Convert
To Case window pops-up Submitted By Contact and Submitted By Account.

b. Select arecord from Case Template lookup, to auto-populate all the other fields.

c. Subject of the Email would be taken as Case title.
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== Convert to Case - Google Chrome

o Secure

Convert to Case

Specity the details of the new cate.

Submitted By Contact * - C 3  Business Function *
Subenited By Aceaunt * Ascourt (Sampre) 3 Lire Of Busiress *
Cade Terglate Ea AdODs LOB Termplate '\n Pragram

Cowntry Processed * B Wnited Kingdom Iﬂ Case Type *
Supoeess Motificaton Mo T | Caze Sub Type =
Diegeriptian: Beagan *
Coreering 1 10 Case from Emal Sub Resson

W Oper e few CEE

W Chose the e-mal fonrm

Reset

AOps

AR

Adops program
Imcyuiry

ART Ingley
Irveice Inguing

Sample Reimbursement

Corvert Cancel

dodggypg

Even without selecting record from Case Template, we can populate another fields information

manually.

Click on Convert and Converting to Case... progress can be seen as below
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-
il aca

E':'ﬁllflfl.t |u \_ii‘_'ll_ =

Ceaweri To e

Converting to Case..

Aribmmt +

A case would get created as shown below, with the information user has provided while converting

email to case.

Pouas + L, - i %
. -
e 0 0=
Convert To Case = — : R :
ety (cten for §rumate] *
. N
o
[ -] -
CASE DETANS RUTING

Lesrerst Ta Ui

§ CAS-DOEI-MIRIGE

§ CUSTOMER DETARS

vl armipie

A
=

.
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After the case has been created from the email, if user clicks on Convert To Case once again, it will provide

information that a case has been created and to whom its assigned.

: X
FH Dynamics R R S Ry [cuseabletest.crm.dynamics.com says: -

A case has already been created for this email, Ticket Number CAS-00011-
o You need to assign security roles to new users  Click to see a list of users who need M | SK8S9 is zssigned to I

€ REPLY  RREPLYALL = FORWARD EJSAVE A CONVERTTO CASE

EMfaL T

Ema” T@ST = Priarity -Eiue

Normal

9. Child Case creation for custom Hold status

9.1 Configuration
Plugin Configuration — Child Case Create

This section helps in, configuring Plugin Step running context to create a Child Case. As the child case is
going to get created in another LOB, to which the current user is not part of. So, to create the Child Case
by the current user, in another LOB, we are running the Plugin with System Admin context.

Open plugin Registration tool and Login to your D365 organization and Select the step in
InternalHoldActivityPlugin under MicrosoftLabs.WorkBench assembly as shown below
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i Piugin Registration Tool

& CREATE NEW CONNECTION (' RELOAD ORGANIZATIONS | (B REPLAY PLUG-IN EXECUTION a'ﬂm PLUG-IN PROFILE

i

&7

(BRegier = [lVew v [FleotlProfer  [LDebuy [ Unvegister O Refresh O Saweeh

Registered Plugins & Custom Workflow Activities
BN PROETTILAY) NIRT L L ST LT |
b @ (Assembly) AdobeSignPlugins {}
+ ® Ussembly Microsaftabs Dyramics36550rsPO |
b [T (Phugin} MicrosoliLabs Dynamics365hrEP0 SLAKPIInstancell pdatedhugin
mp [ (Prugin) MicrasoftLabs Dynamics365forEP0 ntemalHoldActivityPlugin
[3] (Suep) MieraahLabs DynamicsJ65RrB00 bntermalHeldhetnity Pluge: Crasts of midym_haldsetiity
b [ (Pugin} Microsofilabs Dynamics3656rEP0. Case ExcalationPlugin
b T3 (Phugin) MicrasolLabs Dynarnizs385hrBR0 EszalabienlictivityPlugin

popees | Deths |

Name CrastedOn MadifiedOn
MicrasoftLabs Dynamics365 kBP0 intsrmalbclelActivinyPhugie Create of madym_heldactiity

Message PrimacyEntsty Secondan
Craate  mmsdym_heldactiviey nome

Open the step and choose System Admin (in the Drop Down available) user in “Run in User’s Context” as

shown below.
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Update Existing Step

General Configuration Information Unsecure Configuration
Message Create -
Primary Entity rsdyn_holdactivity

Secondary Entity none

Filtering Attributes
Event Handler (Plugin) MicrosoftLabs.Dynamics365farBPClInternalHoldActivi w
Step Name Microsoftlabs.Cynamics365forBPO.InternalHoldActivityPlugin: Cre

Runin User's Context | Select only System Admin from this dropdown =
Secure Configuration

Execution Order 1

Description Microsaftlabs.Cynamics365forBPO.InternalHoldActivityPlugin: Cre -
Event Pipeline Stage of Execution  Execution Mede  Deployment

O Pre-validation O Asynchronous /| Server

8] Pre-operation (O] Synchronous Cffline

@) Post-operation

Delete AsyncCperation if StatusCode = Successful

Update Step Close

Create Access Team Template

This section helps in create /in setting up the Access Team Template. Access Team Template helps, to read
the created child case by the current user, who is not part of another LOB, in which the child case gets
created. So, using Access Team Templates, we are allowing current user (who is not part of the child case
LOB) to read the Created Child Case record.
Access Team Template Configuration Steps:

Navigate to Settings -> Customizations -> Customize the System

Dynamics 365 Sales ~  Dashboards >

Marketing

Azure Attachme T GEQEEF

Settings
Business Customization System Process Center Application
Business Management m Customizations @ Administration Email Configuration ﬂ Processes Interactive Service Hub
— — — —
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Dynamics 365 « Settings

o New Alerts (4}  Latest: You've got n alert for the mailbox ‘Reusable Dev1". Today 4:29 AM View

(DI CRV RESTBUILDER 3 RIBBON WORKBENCH 201

Customization

Which feature would you like to work with?

=

Customize the System

ate, modify, or delete compenents in your organi Companents include entities, fields, relations!

forms,

é = ’Puhlishers

Create, modify or delete a solution publisher.

rocesses, and oihers. — &
O ol Solutions i Developer Resources
‘. Create, modify, expart, or import 3 managed or unmanaged salution, Wiew information or download files that help you develop applications and extensians for Microsoft Dynamics 363,
Themes
& Adjust your organization’s colors. Create, change, or delete themes that are used in your organization.
a

From the entity list in the customize system window chose Case entity and select Access Teams in
Communication & Collaboration section and save the record as shown below...

Solution MicrosoftLabs.GenericW...

General Primary Field Controls
3_? Information . - :
fa) El Enable for interactive experience
E Components
Process

Entities

> [ Account

> L Actionable Audit
> L Attachment Process_ G ication & C, ation
> Azure Blob Storage

> _& Business Function I:I Feedback *

, = ' Motes (includes attachments)
VI Activites
CERTHD LTS | Connections t

> _& Case Template

~' Business process flows (fields will be created) +

Sending email {If an email field does not exist, one will be created) T

> [ Case Type d | Mail merge

> [ Contact E ] bocument management

- (& County 501

> i Email | Queues *

> _& Email Count @ Automatically move records to the owner's default queue when a record is created or assigned.
> _& Escalation Activity E‘ Knowledge Management

> _& Escalation Mapping »f| Enable for SLA

> [@] Hold Activity
> _& Hold Activity Reasons
A Hrld Dazcnn M1 allow i create

Data Services

Open Case main form and add “Parent Case” field as shown below.
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F===="Aar=--="1

i Farent Case

Go to “Settings” > “Security” > “Access Team Template”

Click ‘New’ and create below record with exact name “Case_Read_Template”, select Read in Access
Rights section and save the record.

Team template | TeamTemplate
L General

Related

1 Common
A Audit History

E} Team template

Case_Read_Template

4 General
Mame * ase Read Template

Description
Share the Case with other sector

Access Rights * [] pelete
D Append
I:' Append To
[ assign
[ snare
b Rreaa
T write

x

Entity ™

Line of Business Configuration for Child Case Creation

Open Microsoft Dynamics 365
Navigate to BPO Solution -> Lines Of Business
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Dynamics 365 + | D365for BPO ~  Cases > New Email

<
D365 for BPO
BPO Entities
Sub Reasons Haold Reazons
@ Escalation Activities
Reasons Countries
@ Escalation Mappings
Programs Case Types

Cut Of SLA Sub Reaso... Case Templates

Cut Of SLA Reasons Case Sub Types

Lines of Business Business Functions

BEEBEOE
EEEEEE

Select the appropriate Line of Business in the Active Lines of Business results that shows

+ Active Lines of Business v

v | Line of Business 4 Business Function - Line of Business Default

(RN PR

Enabling Hold Assign & Hold Assign To
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Once Line of Business record is opened, navigate to the “Hold Assign” and “Hold Assign To” fields and
change those to Yes and Save the record.

LIMNE OF BUSIMESS @ INFORMATION

- General

Line of Business ™ 2P

Description -

Business Function - ™ =P

Haold SAssign Nes

Hold Assign To Yes

Default Case Templats 3P
Auctinee

Note: Selecting ‘Yes’ implies that you are allowing your current Line of Business to assign as well as receive
child cases from other LOBs.

Default Case Template

The Default Case Template field will determine the Child Case taxonomy when another LOB assigns a child

case to your LOB.
Note: There will be only one Default Case Template allowed per LOB.
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LINE OF BUSIMESS : INFORMATION

3P

4
i

4 General
Line of Business * P
Description -
Business Function - * ey
Haold Assign Yes
Hold Assign To Yes

Default Case Templats 3P

Active

Default Case Template Configuration

To ensure that your Child Cases will be received in the appropriate queue, you must ensure that you have
the Taxonomy Metric set up correctly.

Open Microsoft Dynamics 365

Navigate to BPO Solution -> Case Templates
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D365 for BPO ~ Cases > New Email

D365 for BPO

QOB Entities BPO Entities
Sub Reasons

@ Escalation Activities
@ Reasons

@ Escalation Mappings
@ Programs

&l Activities
Lines of Business

@ Qut Of SLA Reasans
.

Create a new Case Template for your Child Case creation

-+ NEW

Hald Reasons

Countries

Case Types

Out Of 5LA Sub Reaso...

Case Templates

Case Sub Types

Business Functions

Ensure that the Business Function, Line of Business, Case Type, Case Sub Type, Queue, and any other
available criteria are selected to match the taxonomy of your Default Case Template.

60




Dynamics 365 for BPO

B sAavE ) SAVE & CLOSE = MNEW FORM EDITOR

CASE TEMPLATE : INFORMATION

New Case Template =

Case Template Mam ™* -

Chwner ™ -
Case Status Active
Suppress Motification: No

Business Function ™ -
Line of Business ™ -
Program ™ -
Case Type ™ -
Case Sub Type * -
Reason ™ --
Sub Reason --
Country [Processed] --
Processing Center -
Product -

Root Cause -

Active

Note: This will ensure that when the Child Case is created using the Default Case Template.

9.2 End user Experience

Once the configuration is complete, and you wish to place a case on 3rd Party Hold and assign it to a
specific Line of Business, complete the following steps.

Login to Dynamics 365.
Navigate to Service -> Cases
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| Dynamics 365 v | Seftings v Solutions >

Sales Marketing Settings Training
Senvice

My Work Customers Service Collateral Goals

Dashboards BN 4 ccounts Cases Articles @ Goals
i A

Activities Contacts Service Calendar Contracts 4 Goal Metrics
m Social Frofiles Queues B Products Rollup Queries
] .
Services

Click on NEW CASE, to create a new Case Record and provide required information.

_H.. + " *1- & X - | E‘I" ! b
|r‘-“"“' N el — Lag
Case (Sample) = s |- .
mm F T 4 ﬂ
¥ m
W B

a A

Now change the Status to “3™ Party Hold”. Then we give get a confirmation alert, whether user wants to
open a new hold activity or not. If user clicks on Cancel, simply confirmation dialog closes.
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Status

In Progress

On Hold

Waiting for D

Researching

Mew Email

Customer Ho

Internal Hold

Problem Solw

Completed ™
If user clicks on OK, a Hold Activity form gets opened in pop up as shown below... with case ticket number
appended with Case Status Reason, as shown below...
Select the appropriate Reason and Responsible By, change the Assigned To Group to Internal.
When Internal is selected, the LOB field will appear. Select the LOB you wish to have the Child Case created
for. (On Create on Hold Activity, only Child Case create plugin triggers).

HOLD ACTIVITY : INFORMATION

“« Summary

Enhanced SLA Details
Lsdditional Details
Social Details

Articles and Contract Information

CA S _ Oo’l 5 2 _ B 6 H 2 Q7 — Hold Type Status™ Party Initiated™
e T Customer Open &
4 General
Title ™ CAS-00152-B6H2Q7 is on Customer Hold Child Case Creation
Reason Operations Team Assigned To Group * Internal
Responsible B';* LOB* Ip
Description Description goes here... Select Case Template * 3P
Click Save at the bottom of the Hold Activity form
The Child Case should appear in the Case Relationships tab of the parent case.
CASE
Summanry
Identify (Active for 1 minute) Activities oy
~ Find Customer = ll Case Relationships I <::|
V' Fins Contact Associated Knowledge Records
' Find Case B Case (Samj
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4/Case Relationships

CHILD CASES =+
Status Case Title Owner Modified
Active Child - Case (Sample) B 11,7

Click on the Child Case record and it redirects to a created child case and the Child Case’s taxonomy should
match what is in the Default Case Template.

CASE

Child - Case (Sample) = e

Identify (Active for 12 minutes) r Research Resolve

v Find Customer ® [2=]
click to enter

@ Child - Case (Sample)

Phone to {

<« Summary
CASE DETAILS ROUTING
Case Title ™ Child - Case (Sample) Business Function * 3P
(o] & CAS-00165-M3H251 Line of Business ™ 3P
Status Reason In Progress Program ™ Commercial
Subject - Case Type * Admin
Customer * - Case Sub Type * System Admin

Origin Reason™ Approval - Sys Admin

Trouble Shoot Tips

a. Please make sure that the Name field in the Access Team Template record is correctly updated as

Case_Read_Template (which is case sensitive).
b. Please make sure that the Run in User’s Context of InternalHoldActivityPlugin is CRM System Admin

in plugin Registration tool.
c. If Child Case is not getting created, please make sure that you are choosing Assigned To Group field

to Internal and LOB and Select Case Template at the time of Hold Activity creation.
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10. Additional Solution references
10.1 Attachment Management Solution

Attachment Management solution is an add-on feature to dynamics 365 CRM Online to manage notes
and email attachments using Azure blob storage. Enables business users to optimize use of CRM Online
storage and retrieve files on-demand through Dynamics CRM. It also offers additional optional feature of
multiple files upload and download with a preview of the attachment. This solution is built on Dynamics
365 and seamlessly works on Dynamics CRM 2016 and above. Any suggestions/feedback from your end
using Attachment Management would help us at Microsoft Labs to define the roadmap of this solution to
its future. Microsoft Labs does not offer an ongoing customer support for this solution. It would be ideal
to test run the solution in your pre - production environments before installing in your production
environment.

Click here for Configuration and Functionality

10.2 Actionable Audit

Microsoft Dynamics 365 comes with several tools to help you manage data. One of these is the auditing

feature, which allows you to track changes made to data in Dynamics 365. It also tracks each time a user
logs into your system. If auditing is enabled, CRM automatically creates logs for the changes that are
tracked. But, we cannot access the System Auditing Entity. This Actionable Audit solution will provide the
user to track the audit history of the configured entities and will be able to generate the reports on the
Audited data. Also, provides user friendly web resource for Case entity with the Search, Export to CSV
options

Click here for Configuration and Functionality

10.3 Email Alert

The Email Alert Solution is an add-on feature to dynamics 365 CRM to get an overview of received unread
CRM emails on a Case. It enables users to get the unread mails count which were received on a case.
Feature Benefits: No need to navigate to Emails section of a case to see the received emails

¢ Pending Email Count field on a case form will get updated with number of unread received emails.
Option to make Unread/Read on Email form

» Users can mark as Read/Unread the email after opening. Accordingly, the Pending email count would
be updated. This solution is built on Dynamics 365 and seamlessly works on Dynamics CRM 2016 and
above

Click here for Configuration and Functionality

10.4 Email Machine Learning
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Email Machine Learning solution is an add-on feature to dynamics 365 CRM(Online) to translate email text
messages into English and analyze its sentiments using Azure cognitive services. This feature enables
organizations in understanding customer’s likes and dislikes. It also helps business users to make sure it
gives the reader intended impression.
Email Machine Learning offers
e lLanguage translation email text message -
e Translate text message into English by using Azure Cognitive Text translation API.
e Sentiment analysis score for email text message -
e Azure Cognitive Text analytics APl returns a numeric score between 0 and 1. Scores close to 1
indicate positive sentiment, while scores close to 0 indicate negative sentiment. Sentiment score
is generated using classification techniques.

This solution is built on Dynamics 365 and seamlessly works on Dynamics CRM 2016 and above Any
suggestions/feedback from your end using Email Analytics would help us at Microsoft Labs to define the
roadmap of this solution to its future. Microsoft Labs does not offer an ongoing customer support for this
solution. It would be ideal to test run the solution in your pre-production environments before installing
in your production environment.

Click here for Configuration and Functionality

10.5 Speech To Text

The Speech-to-Text solution will help users to convert the audio into text in given entity using Azure
Cognitive Services (Bing Speech API). The solution enables users to transcribe audio into text in real time
and supports to receive the intermediate results of the words that have been recognized so far. The
solution also supports end-of-speech detection. In addition, users can choose additional formatting
capabilities, like capitalization and punctuation, masking profanity, and text normalization. It supports
multiple local languages also.

Click here for Configuration and Functionality
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