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EMAIL ALERT

A Microsoft Dynamics 365 CRM solution that provides the count of received
O O unread emails on a Case form.
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Introduction

The Email Alert Solution is an add-on feature to Dynamics 365 CRM that counts and manages unread
CRM emails received on a Case.

Feature Benefits:

e The Case form dynamically updates the unread Pending Email Count without having to go to
the Email section.

e Option to change the status of Emails from Read to Unread, and back again, thus dynamically
affecting the Pending Count.

This solution is built on Dynamics 365 and seamlessly works on Dynamics CRM 2016 and above.

Verifying Solution Installation
To confirm that Email Alert is successfully installed in Dynamics 365

1. On the Dynamics 365 menu, click Settings, then in Customization, click Solutions.
2. Check if MicrosoftLabs.EmailAlert is available.

i | Dynamics 365 + | Settings v | solutions >

All Solutions ~ | o
3{(’ = I_]F1 :_‘1 )] E 3 ;}; 8 _O a More Actions ~
Name Display Name Version Installed On Package Typ... Publisher Description
MicrosoftLabsEmail Alert MicrosoftLabs.EmailAlert 1.001 5/23/2018 Managed Dynamics 365 This solution contains all the components v

3. Click on the MicrosoftLabs.EmailAlert link, and click on Entities to view the Components.

Solution: MicrosoftLabs.EmailAlert

td = Entities

You cannot directly edit the components within a managed solution. If the managed properties for solution components are set to allow custon
from another unmanaged solution.

Solution MicrosoftLabs.EmailAlert

Component Type Entity ﬂ View Customizable

35" Information
| A v Display Name 7 Name Schema Name
Sm Components

_i Entities 7 Case incident Incident

ﬁ Option Sets - ) ] ]

"9 Client Extensions = Email email Email

ﬂ‘ Web Resources sﬁi Email Count msdyn_emailcounts msdyn_emailcounts

4. Finally, click on Web Resources and verify that msdyn_unreadEmail.js is listed.
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Solution: MicrosoftLabs.EmailAlert

il
td @] Web Resources

You cannot directly edit the components within a managed solution. If the managed properties for solution compeonents are set to allow custon
from another unmanaged solution.

Solution MicrosoftLabs.EmailAlert

Component Type Web Resource ﬂ View Customizable
afﬁ' Information A
D- Components +  Display Name Name Type
% Entities UnreadEmail msdyn_unreadEmail js Script (/Script) Manage

ﬁ Option Sets

*#| Client Extensions

g Web Resources
5

If the verification fails, go to https://appsource.microsoft.com/ and search for the solution name, then
follow the instructions for installation.

Follow-On
Future email activity will have MARK AS READ and MARK AS UNREAD buttons should be visible on
the received email blade.

To setup the email alert solution, we need to modify both the Case and Email main forms.

Edit Case Main Form

1. On the Dynamics 365 menu, click Settings, in Customization, click Customizations, then click
Customize the System.

On the left view below Components, click Entities to expand.

Click to expand the Case Entity.

Below Case, click Forms.

Edit the Case Main Form (Form-type: Main).

From the Top Menu, in the Home Tab, click on Header to edit that section.

oA WN
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https://appsource.microsoft.com/

2% Microsoft | Dynamics 365

h HOME INSERT

® Important

(2] Case Number

If the Header section is already populated with four fields, it will not be possible to add
another. See Troubleshooting below for the workaround, and then return to complete this

step.

7. Add the Pending Email Count field to the form.
a.

Count; this will add the field to the Header section.

h HOME INSERT

5% Microsoft | Dynamics 365

Using the Field Explorer on the right side of the form, double-click on Pending Email

&l save As . | € undo ' Header =l Zl a Enable Security Roles ]
L [:_:i] Save and Close ! = Redo Footer — J . -‘fﬁ Show Dependencies j
Save Change Remove Body _ Business  Form  Preview Merge
L Publish Properties i Navigation Rules  Properties - L} Managed Properties Forms
Save Edit Select Form Upgrade
i@ Ig_.i‘ Solution: Default Solution Field Explo|
}- Summary A Form: Case
k Audit History Filter Al
Attachments & Header o~ “ Only shoy
- Email Activities s : -
}_ Case Relationships ) Pending Email Count Status & Owner : ;
L Assaciated Knowledne.. ] Modified B
= Modified B
©] Modified C
“ Summary
i i 2] On Hold Ti
i CASE DETAILS g
& Connections A =

b. With the Pending Email Count selected, double-click, or click on Change Properties
from the Top Menu to view the Field Properties, and set/confirm the following values:

e Label: Pending Email Count
e Display label on the form: Checked
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&
[ save As . € Undo g ~ Header =1 g @, Enable Security Roles im]
k Q] Save and Close J Redo | Footer — J % -‘tﬁ Show Dependencies
Save Change Remove Body _ Business  Form  Preview Merge
Ly Publish Properties ] Navigation Rules Properties  » Managed Properties Forms
Save Edit Select Form Upgrade
4 Case [g_.l‘ Solution: Default Solution Field Explorer >
}- Summary a Form: Case
- Audit History Filter All Fields [v]
F Attachments & Header A Only show unused fields
F Email Activities
*
F Case Relationships v S HCvey ] Activities Complete
L Assnciated Knowledne.. : ~
3R (] Actual Service Units
4 Common
' 7i’1’.”<’r’7’0 ”et':igérB;a'se Reco... (] Billed Service Units
“ Summary ] Blocked Profile
Lo Closed Activities CASE DETAILS
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e Field is read-only: Checked
e Visible by default: Checked

Field Properties

Modify this field's properties.

Display Formatting Details Events Business Rules Controls

— Label

Specify the label for this field in forms.
Label * Pending Email Count

Disp\ay label on the form

r— Field Behavior

Specify field-level behavior
F'\eld is read-only

DTum off automatic resolutions in the field 0
[Coisable most recently used items for this field

— Locking
Specify whether to lock this field on the form.
[iock the field on the form

— Visibility
Specify the default visibility of this control.
Wvisible by default

— Aenflabilin,

OK

Cancel

c. Click OK to save and continue.
8. Save and publish the Case Main form.

Troubleshooting

If the Header section is already populated with four fields, it will not be possible to add another. Given,

the Header must have the at least the Status and Owner fields; these are required, and all other fields
are optional. The method below demonstrates how to work around these issues by moving the fields
from the Header section into the Body/Summary/Case Details section.

1. With the Main Case Form, (Form-type: Main), from the Top Menu, in the Home Tab, click on

Header to edit that section.
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Iji—"J | Solution: Default Solution

Form: Case
& Header
Priority Created On Status & Owner *
“ Summary

2. Take note of the extra fields in the Header section, and their properties. In this example, Created
On and Priority are considered optional fields. For each field:

a. Select and click Change Properties to note and record their values.

b. Next, Select and click Remove. Result: The fields will appear in the Field Explorer on the
right side of the form as Unused.

c. From the Top Menu, in the Home Tab, click on Body to edit that section. The Summary
section should be selected by default.
Select CASE DETAILS so that it has the focus.
Use the Field Explorer on the right side of the form, and double-click on the unused field
Priority for example.

lg_.l‘ Solution: Default Solution Field Explor|
Form: Case

Filter Al

4 Summary A | [V only show

CASE DETAIL: ] Activities Ca

] Actual Servi;

] Billed Servic

(] Case Stage
] Check Email

i & Customer | ] Created By

(] Created By {
(7] Created By (

] Currency

(2] Decrement |

& Product 2] Decrementil

(2] Exchange R:

Created On
= (] First Respor

' Priori .
tY (] First Respor

] Follow up Ti

f.  Once placed in the Summary section, double-click, or click on Change Properties from
the Top Menu to view the Field Properties, and set the values as they once were.
3. Click Save to preserve the changes.
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You are now ready to complete the original modification.

Edit Email Main Form
1. On the Dynamics 365 menu, click Settings, in Customization, click Customizations, then click
Customize the System.
On the left view below Components, click Entities to expand.
Click to expand the Email Entity.
Below Email, click Forms.
Edit the Email Main form (Form-type: Main).
Add Unread and Email Read fields to the form.
a. The Email section in the Body should be selected by default. Select the Recipient
Information section.
b. Using the Field Explorer on the right side of the form, double-click on Unread and Email
Read fields to add them.

2% Microsoft | Dynamics 365 )
HOME INSERT

oA wWN

2

B save As | ) Undo ‘ ~ Header =l Fig .. % enable Security Roles [im]
L [:_j] Save and Close J = Redo _ Footer — —N ﬁf Show Dependencies j
Save Change Remove Body Business  Form  Preview Merge
_,b Publish Properties ;Jj Navigation Rules Properties - Q Managed Properties Forms
Save Edit Select Form Upgrade
4 Email Solution: Default Solution Field Explorer >
L Email Form: Email
Filter All Fields v
4 Common 4 ) J
& Alerts Email ~ ¥ Only show unused fields
- L Lellvery Priorty
% T -
& Connections §
i ] Direction A
=} Audit History i & From
: ©| Due Date
4 Sales i
(aTo i (] Exchange Rate
4 Service ;C & Following
iCc
t & IsMailRead
4 Marketing EBCC & language
: a Subject ] Last On Hold Time
4 Process Sessions H ; §
T G Freme f ] Modified By
(G4 Background Processes { Unread * _ .
J Process Sessions ] Modified By (Delegate)
| Email Read “ Modified On
] No. of Delivery Attempts
i | Attachment

c. For each new field, double-click, or click on Change Properties from the Top Menu to
view the Field Properties, and set the values as follows:
e Display label on the form: Unchecked
e Visible by default: Unchecked
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Field Properties

Modify this field's properties.

Display Farmatting Details Events Business Rules Controls

— Label

Specify the label for this field in forms.
Label * Unread

I DDispIay label on the form I

r— Field Behavior

Specify field-level behavior
Crield is read-only

— Locking
Specify whether to lock this field on the form.
[Ciock the field on the form

— Visibility
Specify the default visibility of this control.

ible by default

— Availability
Specify the default availability of this field on phone,
/' Available on phone

OK

Cancel

7. From the Top Menu, click Form Properties.

HOME INSERT

| I Save As
[:_:i] Save and Close

Save
| §y publish

Save

5% Microsaft | Dynamics 365

2

Previaw

- -1 ©undo ~ Header
= sk o
Redo

_, Footer
Change Remove Body
Properties Elj Navigation
Edit Select

L4

Form

a Enable Security Roles
EKE Show Dependencies

G‘ Managed Properties

Merge
Forms

Upgrade

a. With the focus on the Event Tab in the Event List, add “msdyn_unreadEmail.js" to the
Form Libraries section.
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Form Properties

X
Modify this form's properties.
Events Display Parameters Mon-Event Dependencies
Event List A

4 Form Libraries

Manage libraries that will be available in the form.

Add Remaove &% v # Down
P

MName

4 Edit

Display Name Description
msdyn_unreadEmail js

b. Again, in the Event List, Event Handlers section, with the Event set to OnLoad, add

“msdyn_unreadEmail.js” and set the Function value to onReadOfEmail.

Handler Properties

Details Dependencies

Library msdyn_unreadEmail js
Function * onReadOfEmail x
W Enabled

Parameters

[ Pass execution context as first parameter

Comma separated list of parameters that will be passed to the function

OK Cancel

When completed the Form Properties will appear configured as below.
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Form Properties x

Modify this form’s properties.

Events Display Parameters Mon-Event Dependencies

Event List A

4 Form Libraries

Manage libraries that will be available in the form.

b Add % Remove 4 Up 4 Down 5 Edit

MName Display Name Description

msdyn_unreadEmail js

4 Event Handlers

Manage functions that are called for form or field events.

Control Form ﬂ

Event OnlLoad ﬂ

4k Add I Remove a Up 4} Down «Q Edit 3 Edit Library

Library Function Enabled

msdyn_unreadEmail js onReadOfEmail True v

OK Cancel

8. Save and publish the Email Main form.

Email Alert Functionality

To use the email alert functionality

1. Login to your Dynamics 365 application.
2. Click Service and then click Case.
3. Create a new case and step it forward. Note the pending email count.
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@i Dynamics 365 ~ Service v | Cases > Attachment Manage.. >

0 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

B4 saveaROUTE 4 new  [JESCALATE %, CREATECHILD CASE [ RESOLVECASE [ CANCELcASE [, ADDTOQUEUE [l QUEUE ITEM DETAILS BB ASSIGN ===

CASE
Attachment Management Test = ety I Pt e
Identify (Active for 103 days, 20 hours) | Research Resolve

=]

click to enter

B Attachment Manager

Phone to Case Process (Active fo

4. Send the email from the Case to any external user.

&5 Dynamics 365 ~ Service ~ | Actvities > New Email

o You need to assign security roles to new users  Click to see a ist of users who need Microsoft Dynamics 365 Security Roles. | Assig

SMGSEND B SAVE L CONVERTTO CASE  [J'SAVE & CLOSE [ INSERT TEMPLATE [ INSERT ARTICLE T INSERT SIGNATURE @ SPEECH TO TEXT START FORM

N_éw Emai

o Priority Due Status Reason
- Normal - BDratt
From =] Attachment
To File Name
Cc
Bcc
Subject
Detected Language @ --
sentimant a-
Sentiment Emoticons
= B E S
Translated Email Text @ -
B I u|E=E=| EE 8lalt

Activity Status B Draft

5. Reply to the mail from an external environment.

RE: Caselest 27t buly 2007 - Cotumendy Test cutgoing Mail CEMODS 3004

The Pending Email Count field updates when the user receives unread email relative to that
case.
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Dynamics 365 « Service ~ Cases > Attachment Manage.. >

0 You need to assign security roles to new users  Click to see a list of users w

Assign Roles

B4 save & ROUTE 4 NEw  [LESCALATE 44 CREATE CHILD

st [V ResoecasE [% camnceLcase [, ADDTOQUEUE [ QUEUE ITEM DETAILS  $8 ASSIGN

CASE

h - Priority Pending Ema Status
Attachment Management Test = e o I -
Identify (Active for 103 days, 20 hours) | Research Resolve
v Fin =
Fin click to enter
v Fin @ Attachment Managen
Phone to Case Process (Active fo days, 20 hours

The Pending Email Count field decreases as incoming email is read. This count can be changed
by selecting the MARK AS READ or MARK AS UNREAD from the menu.

+
i
+
Ll
-
=
o

o ENLAIL & LIMK

Scenario

User receives email about a pending case, which they open to view. However they cannot act on it right
away, so they wish to change the status as Unread.

e The User can change the status by clicking MARK AS UNREAD on the Email form. This action
dynamically increases the Pending Email Count field on the Case.

e The User can change the status back using MARK AS READ, dynamically decreases the Pending
Email Count field on the Case.

© 2018 Microsoft Corporation. This document is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS

OR IMPLIED, IN THIS SUMMARY. The names of actual companies and products mentioned herein may be the trademarks of their
respective owners.
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