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Introduction

Lead Assignment And Distribution Automation is a productivity app that enables systematic
allotment/assignment of leads to respective Dynamics 365 CRM users. It helps managers to allocate and
distribute incoming leads and customer queries in an organized way. This ensures fair distribution of
workload within each team. Automated distribution and assignment improves efficiency which results in
higher level of customer satisfaction and in turn higher ROI.

Salient Features:

e Supports OOB as well as Custom Entities

e Fair distribution of Leads with Round Robin algorithm

e Assign leads depending on individual user capacity

e Queue and assign Leads based on Round Robin algorithm

e Allot pending assignments and awaiting Leads on-demand or through waiting workflow
e Set Priority or Criteria while assigning Leads

e Monitor and Analyze distribution of Leads with Dashboards

Available for: Microsoft Dynamics 365 CRM 9.x
Deployment: On-Premises, Online and Partner-Hosted

Understanding working of Lead Assignment

The following diagram illustrates the scenario to understand how Lead Assignment And Distribution
Automation works.
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Algorithm Algorithm

Round Robin Assignment Ru Ie Capacity

Existing Customers = No 25

Existing Customers = Yes

Post Sales

SAM JOHN MISSY JACOB LEENA
Capacity Capacity
Next User 50 100

In this example, there are two types of leads coming into the CRM system. The leads from new customers
and the leads from the existing customers. Two teams have been created in the organization to work on
these leads. The ‘Pre Sales’ team to work on the leads that has been coming from the new customers and
another team ‘Post Sales’ to work on the leads that has been coming from the existing customers.

For both the team two different queues have been created and appropriate number of members added
intoit. Inthe above example, two Assignment Rules have been created — One, to distribute Pre Sales leads
among the members of the ‘Pre Sales’ queue in Round Robin fashion and another Assignment Rule to
distribute the Post sales leads among the members of the ‘Post Sales’ queue based on the individual
capacity. In each of these two Assignment Rules appropriate criteria and algorithm have been defined.In
Post Sales assignment rule, Capacity unit has been defined to 25.

When a new lead with no existing customer enters into CRM or is created in CRM, the assignment process
identifies the Queue as ‘Pre Sales’ queue and then identifies the user to which the new lead is to be
assigned. In Round Robin, the process checks who is the next user to be assigned and then continues the
assignment in the loop.

When a new lead with existing customer enters into CRM or is created in CRM the assighnment process
identifies the Queue as ‘Post Sales’ queue and then identifies the user with sufficient capacity to handle
the lead. As the capacity unit has been set to 25, the capacity of new incoming lead is equivalent to 25. In
order to assign this lead to the user, the user must have the available capacity as 25 or above. In this
example, Jacob’s capacity is 50, so the lead gets assigned to him. Once the lead is assigned to him, the
available Capacity of Jacob is reduced by 25. Now, his capacity will be just 25.
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Assignment Configuration

As mentioned in the features list this application support automated assignment for lead and other
entities too.

In order to assign leads for OOB and custom entities, Assignment Configuration for that entity needs to
be enabled.

1. To enable Assignment Configuration navigate to Lead Assignment And Distribution Automation App
- License Registration = Enable Assignment Configuration.

Note: To enable assignment configuration it is necessary to enable Queue for OOB entities.

A

A | =38 show Dependencies S Solution Layers Ly Publish %f' Managed Properties
ile

L/ ] Lead
<o .
ol Information
Solution Default Solution Genera Primary Field Controls
K MMM UYL MU 5 e i
L‘U Knowledge Base Re... Communication & Collaboration
b & Lead
> ga) Lead Address Feedback *
> T, Lead To Opportunit...
Letter
> {3} Mail Merge Template ¥ Connections ¥
y .z’ Mailbox ¥’ Sending email (If an email field does not exist, one will be created)
- ¥ Mail merge
Marketing List =
= g =

Document management

¢ Microsoft Teams Co...
_ﬁ Microsoft Teams Gr...
> g Mobile Offline Profile
& Mobile Offiine Profi...

> &}} Mobile Offline Profi...

Access Teams
| Queues*
Automatically move records to the owner's default queue when a record is created or assigned.
Knowledge Management
Enable for SLA

_ﬁ msdyn_msteamsset...

Page50f18




Lead Assignment And Distribution Automation — User Manual

b C .
A 0 Lead.Assign.Distribute

v ACTIVATE =3 SEND REQUEST

4 License Registration

CRM Details

CRM URL caostock.crma.dynamics.com Organization orgbbiaf40c
CRM Version 9.1 User License 1

4 Motification

Motification Details

(Notify User and Inogic about issues regarding licensing.)

From To

Matify To Inogic Notification Interv =) onee a day Once a week Once a month

¥ License Registration using (*.lic) file

4 Enable Assignment Configuration

Awailable Entities Selected Entities =]

ESS
Agreement e Setup <<
Appointment
Booking Al
= -

Campaian Activity

2. Users can select the entities from the list of Available Entities and move them to the list Selected
Entities.

4 Enable Assignment Configuration

Available Entities Selected Entities ]
- Appointment

Letter o

Phone Call

Froj

Project Service Approval

=

Project Task

Recurring Appointment

3. Click on Save button to enable Assignment Configurations for these selected entities.

4 Enable Assignment Cenfiguration

Available Entities Selected Entities

Letter o Appeintment

Phone Call . Lead
Praoject
Praj

Project Task

rvice Approva
Service Approval o

Recurring Appointment

Resource Request

4. At any time users can disable the Assignment Configuration for a particular Entity by removing the
entity from Selected Entities list.
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4 Enable Assignment Configuration

Available Entities Selected Entities =]
Letter o Appeintment
one L3 aa Lead
Project
Project Service Approva ce
Project Task
Recuring Appointment
- -

Resource Request

5. You can see Appointment has been removed from Selected Entities grid and is now again available in
Available Entities grid. Click on Save in order to retain these settings.

4 Enable Assignment Configuration

Available Entities Selected Entities
Ag nent Booking Date Lead
Ag oking Setup P
Agreement Imv
Ag .

b o

- -

6. To view the Assignment Configurations go to Lead Assignment And Distribution Automation App =

Assignment Configurations where all the enabled Assignment Configurations can be viewed.

Dynamics 365 -  Lead Assignment And Distribution Aut...  Settings > Assignment Configurations
= B Show Chart () Refresh 0] EmailaLink | ~ o Flow ™ Run Report BE Excel Templates B Exportto Excel | v
x Home . . . . R )
Active Assignment Configurations Search for records
3 Recent N
+ | Entity Name T Description Created On
s# Pinned v
Lead 5/7/2020 2:46 PM

Administration

Dashboards

Users

Queues

Teams

License Registration

Assignment Configur...

2 & € I P 0

Assignment Error Logs

Set up Users

To assign Leads generated from various sources to the users, first it is necessary to set up the users who
will be automatically assigned leads or other entity records. After you install the solution and activate the
license, a team named as ‘Lead Assignment And Distribution Automation’ gets created in CRM.

Add all the users whom you want to assign leads automatically through this application in the ‘Lead
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Assignment And Distribution Automation’ team. To add team members follow the steps given below:

1. Navigate to Lead Assignment And Distribution Automation App—=> Administration> Teams.

Dynamics 365 ~  Lead Assignment And Distribution Aut...  Settings > Teams

= kT.‘ Show Chart New @ Delete e O Refresh [F Email a Link o Flow o Flow Run Report ™~ o] Excel Templates ™
At Home . N . . _ i

Lead Assignment and Distribution Automation Team Search for records
(© Recent '

| Team Name 1
57 Pinned s

I Lead Assignment and Distribution Automation I

Administration

¥ Dashboards

Q, Users

E.  Queues

@ License Registration
% Assignment Configur...

S Assignment Error Logs

2. Select the team ‘Lead Assignment And Distribution Automation’, add team members and click

‘ ’
on ‘Save’.
Dynamics 365 ~+ Lead Assignment And Distribution Aut...  Settings > Teams > Lead Assignment and Distribution Automation
= MNew 23 Connect @ Delete C' Refresh 3 Reassign Records 83 Process CZ Email a Link o Flow o Flow
fr Home . — . . . N i
Lead A55|gnment and Distribution Automation <Lead Assignment and Distribution Automation>
(O Recent v Team - Team Default Queue
5 Pinned v General Related
Administration Team Name Lead Assignment an... Team members v/
% Dashboards R Cearch for recarde
Business Unit F=3 classicpublications Search for records £
Users
A v T u
B Queues Administrator 9 Harry Buttler
James Grey classicpublications
Oliver Sands classicpublications

@ License Registration
& Azure AD Object Id

% Assignment Configur... for a group - ABC 1-20f 2 (0 selected)
fA Assignment Error Logs
Description

Add members into this team who will be

arraccing | aad Ascinnmeant

Also the users that have been added in the team must have ‘Lead Assignment And Distribution
Automation User’ security role.

Set up Queues

Once the members are added to the teams, next step is to set up Queues. It is necessary to add members
to Queue in order to assign Leads to the respective users. If you have existing private queues then use
that or create new queues. Follow the steps given below to create a new queue:
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Navigate to Lead Assignment And Distribution Automation App—=> Administration> Queues. Click
on ‘New'.

Dynamics 365 ~  Lead Assignment And Distribution Aut...

= Save J Save & Close New o Flow
@ H
o Teme o New Queue
C Recent N
¢ Pinned "V Summary Conflicts Tab
Administration SUMMARY
¥£ Dashboards Name
U:
R Users Type " Public
I B Queues
AT ncoming Email
eams
© License Registration Owner * £ Harry Buttler
& Assignment Configur...
Description
Sl\ Assignment Error Logs
. . . . ‘ )
2. Enter details into respective fields and click on ‘Save’.

a
Ja
Gyl

(2]
%
&

= New i Delste () Refresh = Approve Email @ Reject Email A Assign |2 Share [ Emailalink o® Flow ~ G2 Word Templates
r Home

- Lead

(© Recent v Queue

57 Pinned v Summary Conflicts Tab  Related

Administration Type * Private V| Title Entered Queue | orked By

#  Dashboards

¢ Name: Give name to the Queue. For e.g. Lead

e Type: Select ‘Private’, as by default it is set as ‘Public’.

e Description: Provide description, for e.g. Lead from website.
Once it is saved, you can add members to the Queue.

Dynamics 365 ~ Lead Assignment And Distribution Aut... Settings » Queues > Lead

ncoming Email

Users @

Queues Ouiner ' A Harry Buttler No data available.
Teams Description Lead from Website
License Registration
Assignment Configur...
MEMBERS
Assignment Error Logs
EMAIL SETTINGS Search for records e
Convert Incoming g V| Full Name T Business Unit
Email To Activities All email messages
Harry Buttler classicpublications

Il o=
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Assignment Rules

Leads are assigned or distributed based on two methods:

1. Round Robin
2. Capacity

Round Robin

In this method, users are assigned Leads in sequence. For e.g. Consider there are 3 members in a team
namely — A, B & C. With Round Robin method, the first Lead will be assigned to A, the second Lead to B,
third Lead to C and the fourth Lead will be again assigned to A. In this sequence Leads will be assigned to
the users.

To assign Leads as per Round Robin method, follow the steps given below:

a) Navigate to Lead Assignment And Distribution Automation App—> Administration—-> Assignment
Configuration->Select the respective Assignment Configuration—=> Click on New Assignment

Rule.
Dynamics 365 ~  Lead Assignment And Distribution Aut...  Settings > Assignment Configurations > Lead
= D Deactivate O Refresh 8, Ass gn & Share [F Email alink o Flow B Word Templates ~ fd Run Report
{3 Home ;i
Lead Active  Harry Buttler
(O Recent \/ Assignment Configuration Status Owner
5 Pinned v General Related
Administration = Entity Name * Lead Status Reason Active
S5 Dashboards Description
Fl Users
B Queues
A Teams
@ License Registration Assignment Rules 0 Refresh
v A G
iy Assignment Error Logs

b) Enter mandatory field details as illustrated below and click on ‘Save’.
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Dynamics 365 ~

Home

Recent ~

Pinned N

Administration

#=  Dashboards

2 & € 2 B »

Users

Queues

Teams

License Registration
Assignment Configur...

Assignment Error Logs
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Lead Assignment And Distribution Aut...

Save J Save & Close New o Flow

New Assignment Rule Round Robin Harry Buttler

Assignment Algorithm | Queue er

General User Workload

" Assignment *
Name - - 5 Lead
Configuration

Description

Execution Criteria
Criteria Mode —— Execution Order 0
Queue

All members of the selected Queue must be added in the ‘Lead Assignment and Distribution
Automation’ team and must have the 'Lead Assignment User’ security rolie, Also the members should
have appropriate privileges for the entity so that the records can be assigned.

Name: Give name, for e.g. Leads from Website

Assignment Configuration: Select respective configured Entity, for e.g. Lead.
Description: Provide description, for e.g. Lead from Website.

Criteria Mode: Select between ‘Simple’ or ‘Advanced’ criteria mode. ‘Simple’ mode is
based on ‘Views’ and ‘Advanced’ is based on Fetch Xml. Here, Simple mode is selected.
Execution Order: Give numeric value, for e.g. 1. If there are two or more Round Robin
based Assignment Rules then this field states the order in which Rules are to be
executed while assigning Leads.

Queue: Select the respective Queue.

Assignment Algorithm: Select between Round Robin and Capacity. Here we selected
Round Robin.

Max Work Items Allowed to be Assigned: This field denotes the maximum number of
work items that is allowed to be assigned to users. For example — 5. Here, each user will
be assigned maximum 5 Leads.

Open Work Item Statuses: Select the status from the dropdown, for e.g. Open-New.
Here, based on the status ‘Open-New’ Leads will be assigned to users. Once the Lead ‘s
status changes from Open-New to another status then then that Lead will be considered
as completed and automatically another Lead with status as ‘Open-New’ is assigned to
the same user. This process will go on till all the Leads are assigned.
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Leads from Website Round Robin Leads from Website | John Smith
Assignment Rule Assignment Aigorithm Queue Owner

General User Workload  Related

a8 Assignment

A Name 9

&1 Name Leads from Website i D Lead
Description Leads from Website

Execution Criteria
Criteria Mode Simple Execution Order 1

View* Leads from Website %7

& Fetch Xml <fetch version="1.0" output-format="xml-platform"
mapping="logical” distinct="false"> <entity name="lead"> <attribute
name="fullname" /> <order attribute="fullname" descending="false”
/> <filter type="and"> <condition attribute="leadsourcecode”
operator="eq" value="8" /> </filter> <attribute name="leadid" />
</entity> </fetch>

0 Queue B Leads from Website

All members of the selected Queue must be added in the ‘Lead Assignment Distribution and Automation’ team and must
have the ‘Lead Assignment User’ security role. Also the members should have appropriate privileges for the entity so that
the records can be assigned

Assignment Properties

Assignment : Maximum Work
Round Robin

Algorithm

Updation of ‘Max Work Items Allowed to be Assigned’ field

It is quite easy to update the maximum number of work items allowed to be assigned to the
users. Just go to the existing ‘Assignment Rule’ and enter new value in the ‘Max Work Items
Allowed to be Assigned’ field. Once the new value is entered, a dialog box will appear asking for
confirmation. Click on ‘Confirm’ tab to update the new value. Now, records that are present in
the Queues which are associated with the Assignment Rule will be auto assigned to the users as

per the updated value.
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Confirmation Dialog X

This action will run an auto assignment on the records those are present
in the Queues which are associated with the Assignment Rules. Do you
want to continue?

Capacity

Leads are assigned on the basis of user capacity. Each user is assigned a base capacity by the manager.
For e.g. Let’s consider that 1 Lead is equivalent to 5 units. Based on this A is given capacity of 5 units, B is
given capacity of 10 units and C is given capacity of 12 units. As Lead comes it is systematically assigned
to A, B and C. Now depending on capacity A has zero units left whereas B has 5 units and C has 7 units
left. This is automatically highlighted in the ‘Available Capacity’ field of each user. So, the next Lead will
be assigned to B and then C. The ‘Available Capacity’ field is auto-populated as per available capacity of
user. Here, if A closes the Lead then the ‘Available Capacity’ field will auto-populate and display 5 units
against A. Now, A is eligible to be assigned incoming Leads. In this way, on the basis of available user
capacity Leads will be assigned to each user.

Before creating Assignment Rule based on Capacity Assignment Algorithm, it is necessary to specify
capacity of each user. To specify user capacity, go to Lead Assignment And Distribution Automation
App~> Administration>Users> Lead Assignment Users—> Select User-> Assignment Details=> Populate
Base Capacity field-> Click on ‘Save’.
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= ) &3 Save & Ne e nne ) Refre [B Reassign Records =+ ea 83 proce 9 Ge e [ Email a Li
A Home -

= Jean Williams

© Recent User

7 Pinned Summary  Assignment Details Details Administration ~ Scheduling Related

tv & Of
y & Queue

Administration

¥ Dashboards 20
= 16
< Queues @ Add Existing Queue (O Refresh
Teams
© License Registration v
% Assignment Configur, <j2020
<A Assignment Error Logs ean Williams

Now to assign Leads on the basis of User Capacity follow the steps given below:

a) Navigate to Lead Assignment And Distribution Automation App—>Administration—>Assignment
Configuration> Select the respective Assignment Configuration = Click on New Assignment
Rule.

New Assignment Rule Capacity Jean Williams

ssignment Algorithm Queue Owner

General User Workload

Assignment
Configuration

Name % Lead

Description

Execution Criteria

Criteria Mode Execution Order —

Queue

Assignment Properties

Assignment * Unit Effort Required =
Algonthm Capadity For Work Item -
Maximum Work

Items Allowed To Be —
Assigned

Open Work Item
Statuses*

b) Enter the mandatory details and click on ‘Save’.
e Name: Give name to the Assignment Rule. For e.g. Leads from Partner
e Assignment Configuration: This field is auto-populated.
e Description: Provide description
e Criteria Mode: Select between ‘Simple’ or ‘Advanced’ criteria mode. ‘Simple’ mode is based
on ‘Views’ and ‘Advanced’ is based on Fetch Xml. Here, Advanced mode is selected.
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e Execution Order: Give numeric value, for e.g. 2. If there are two or more Round Robin based
Assignment Rules then this field states the order in which Rules are to be executed while
assigning Leads.

e Queue: Select the respective Queue

e Assignment Algorithm: Select between Round Robin and User Capacity. Here we selected
Capacity. Once the field is populated another field — Unit Effort Required For Work Item —
becomes visible.

e Unit Effort Required For Work Item: Define the units required for per work item. For
example: 1 Lead =5 units.

e Max Work Items Allowed to be Assigned: This field denotes the maximum number of work
items that is allowed to be assigned to users. For example — 2. Here, each user will be
assigned maximum 2 Leads.

e Open Work Item Statuses: Select the status from the dropdown, for e.g. Open-New. Here,
based on the status ‘Open-New’ Leads will be assigned to users. Once the Lead’s status
changes from Open-New to another status then that Lead will be considered as completed
and automatically another Lead with status as ‘Open-New’ is assigned to the same user. This
process will go on till all the Leads are assigned.

—+ New [} Deactivate [i] Delete () Refresh R, Assign |2 Share [ Emailalink o Flow @& Word Templates {il Run Report
Leads from Partner Capacity Leads from Partner = John smith
Assignment Rule Assignment Algorithr Queuve Owmer

General User Workload  Related

O N3 B Assignment
0 Name Leads from Partner p

0
Configuration 9 Lead
Description Leads from Partner
Execution Criteria
Criteria Mode Advanced Execution Order 2
Fetch Xml <fetch version="1.0" output-format="xml-platform”
mapping="logical” distinct="false">
<entity name="lead">
<attribute name="fullname" />
<attribute name="companyname" />
<attribute name="telephone1" />
<attribute name="leadid" />
<order attribute="fullname" descending="false" />
<filter type="and">
<condition attribute="leadsourcecode” operator="eq" L
0 Queue B\ Leads from Partner
All members of the selected Queue must be added in the Lead Assignment Distribution and Automation” team and must
have the ‘Lead Assignment User’ security role. Also the members should have appropriate privileges for the entity so that
the records can be assigned
Assignment Properties
Capacity 5
Open-Contacted Open-New x 2

Assigned
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c) Nextgo tosecond tab — User Workload. Every individual user has their own capacity and has their
priority to work on new items. A senior member can work on more items than a junior member.
User Workload is used to handle such cases. The User workload records get created when
“Assignment Rule” records get created and when new member is added in the queue (which is
set on the Assignment Rule).

o - New [® Deactivate [i] Delete (D Refresh R, Assign & Share [ Emailalink o Flov & Word Templates [® Run Report

Home z
Leads from Website Round Robin Leads from Website ~ John smith

®© Recent “ Assignment Rule Ass

»

Pinned S General  User Workload  Related

Administration + NewUser Workload  [8] Add Existing User Wor.

2 [ X

& €

o

Dashboards G

Users

Queues

Teams

License Registration
Assignment Configur.

Assignment Error Logs

d) Click on any one user and get detailed workload information about that particular user. It gives
you information about the total number of active records owned by the user in CRM. Further, you
can also update the maximum records assigned to user.

Linn L - Leads from Website LinnL | John smith
User Workioad User O

General Related

& Name *  Linn L - Leads from Website
User * Q LinnL & Assignment Rule 8 Leads from Website
Maximum Work A a .
0 Queue By Leads from Website
tems Allowed To Be 10
Assigned X
0 Total Active Records 1
= New [@ Deactivate [i] Delete () Refresh AR, Assign I# Share [Z) Emailalink o Flow B Word Templates fd Run Report
& Home . _ .
Leads from Website Round Robin Leads from Website | John smith
(© Recent v Assignment Rule Assignment Algorithm | Queue Owner
<7 Pinned e General  User Workload Related
Administration t  New User Workload
& Dashboards V| Name 1 Queue aximum Work Items Allowed To Be Assigned
R Users 10 1 1/22/2020 5:4...
B Queues
L 2 1 1/22/20:
B Teams
om We 2 0 1/22/2020 5:4..

© License Registration
&% Assignment Configur...
& Assignment Error Logs
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Auto-Assign Existing Leads

Run Assignment is used to auto-assign the already existing Leads (before the installation of solution) in
your CRM to respective users as per the newly configured assignment rules. This button is only visible for
those entities against which assignment configuration is enabled.

Dynamics 365 ~ CRMHub  CORE > Leads

= Bl show Chart & Edit & Qualify & Disqualify ~  [i] Delete | ~ "= AddtoMarketing List &, Assign 1 Share
{nt Home - )
My Open Leads Search for records
(® Recent N
V| Name Topic Status Reason Created On 1
52 Pinned N
v Czaplinski Interested in online only store New 29-11-2019 12:43
My Work v Guillereault Interested in our newer offerings New 29-11-2019 12:43
B Activities v Sandblom New stare opened this year - followup ~ New 29-11-2019 12:43
S5 Dashboard
sbosras Swvoboda New store opened this year - follow up New 29-11-2019 12:43
Customers Sama nterested in Large format printers New 29-11-2019 12:43
Accounts Skursky nterested in Plotters New 29-11-2019 12:43
A Contacts Cutsforth Good prospect New 29-11-2019 12:43
| & Leads i . ~
Pinilla Likes our products New 29-11-2019 12:43
Danaher nterested in online only store New 29-11-2019 12:43
Note:

e The maximum records that can be assigned is 20

o This button is only visible to Lead Assignment And Distribution Automation Administrator and
System Administrator

Monitoring & Analytics

Lead Assignment Dashboards provides visual representation of Assigned and Un-assigned Leads through
various charts and graphs. Users can create their own dashboards as per customer requirement.
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8

7

= B Saehas I New '  SetAsDefault = () Refresh All
® .
| e Lead Assignment Dashboard ~
A
a Assigned Records by Today [=a All Assigned & Unassigned Records
p Daily Assignment Report by Users. Assigned /s Unassigned
Missy L Mike L Marcus L Linn L Assigned Unassigned
o
%
4

£y

Count:All {Assignment Status)
w IS

~

W5 157 1158 1S9 1200 1201 1202 1204 1205 1206 1207 1212

Assignment Time

Assignment Error Logs

Errors logs are listed in ‘Assignment Error Logs’ Entity during any fallout while performing features. If the
assignment is not working then look for Assignment Error Logs entity records. We can use this logs to

troubleshoot the issue.

Contact Us

M/S. INOGIC TECH (INDIA) PVT. LTD.
A/301, Everest Nivara InfoTech Park,
TTC Industrial Area, MIDC, Turbhe
Navi Mumbai, Maharashtra 400705
INDIA

E-mail : crm@inogic.com

Skype :crm@inogic.com

Twitter: @inogic
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