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DYNAMIC CASE TEMPLATE
CONFIGURATION

A one-stop solution for dynamically managing different types of cases using pre-
defined templates.
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Overview

Dynamic case configuration template provides solution right away for any kind of business. Any
requirement which involves multiple transactions, steps, stages etc. like banking services, claims
processing, HR services and anything which rotates around customer relationship management can
think out of the box to change their business and adopt to this pattern for more dynamic usability.
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Features

Unified Interface is the new metadata driven client interface that is designed to provide a consistent
experience across devices and form factors. It provides users a consistent, accessible, uniform user
interface, and follows responsive design principles for optimal viewing on any screen size or device. This
application is designed to work in UCI. A model driven application named “DynamicCaseTemplate” will

be installed along with the solution. Open that application as shown in below screenshot.

Dynamics 365 Sales ~ | Dashboards > P D 4+ ¥

Click to see a list of users who need Microsoft Dynamics 365 Security Roles. | Assign Roles

= Myapps
FAULT & REFRESH ALL
Home
Dynamics 365 — custom
Connected Field Service
t. Customer Service Hub "'
Field Service .
i Project Resource Hub

Project Service

Resource Scheduling

Sales Hub
micCaseTem P late Master Template Configuration Y + 5
= @ Show Chart | MNew ]j Delete v O Refresh ] Email a Link ~ o Flow Run Report B8 Excel Ten
{ar Home =
© Recent o @ Active Master Template Configuration
s~ Pinned N
v | Name T Created On
Master Entities
I & Waster Template Co. New Clone 6/20/2019 2:32 PM
) (s Daanmenis Test 6/12/2019 12:22 PM
% Master Steps
- Test Template 6/20/2019 12:23 PM
¢ Business Process F...
{~+ Business Process F...
4+ Master Forms
{~+ Master Step Config
&9 Master Stage Que.. Al # A B C D E F G H | J K L M N ©o P Q R 5 T
f’ Cases

1- 3 of 3 (0 selected)

This tool is available as a solution and we need below master data to be filled as a pre-requisite:

1) Master Template Configuration -Mandatory
2) Master Forms -Optional

3) Master Documents -Optional

4) Master Steps -Optional

MICROSOFT LABS

PAGE 2



5) Master Letters —Optional

After creating the master data, we will use this master template in cases which will automatically
populate the forms, letters, documents that have been added in the template into the case as sub grids.

Entities under case:

1) Forms
2) Documents
3) Steps
4) Letters

Now we will look into each entity:

Master Template Configuration
This entity is the parent entity for all child master entities.

First, we need to select BPF for the Template:

DynamicCaseTemplate L g Q + ¥

Save J Save & Close MNew o™ Flow
MASTER TEMPLATE CONFIGURATION
New Master Template Configuration

General Forms and Letters Documents Steps  Stage Queue Mapping

Template Name o Administration Section

Update BPF Config ]
BPF i

Apps Type —

Since we cannot take OOB business process flows as a lookup, we have provided the
custom business process flow. We need not create stages manually in this custom business
process flows. When we create new master template configuration on load JS function will
verify if any OOB BPFs are created, if any created it will create custom BPF with same name
stages in and show it in the BPF lookup.
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MASTER TEMPLATE CONFIGURATION
New Master Template Configuration

General Forms and Letters Documents Steps Stage Queue Mapping

Template Name *  Test Template Administratio
EPF |L|:|Gk; for Business Process Flc 2
Apps Type Case to Work Order

[£3] Business Process
6/12/2019 12:22 PM

Phone to Case Process
@ 6/12/2019 12:22 PM

+  New “o*  Change View

After selecting the BPF we can select app type and save the form. Apps type is a custom lookup
field where you can mention the type of template. This is to identify the type of template.

Now we will be able to create/add the sub entities for the Master template Configuration.

Sub Entities adding to Master template:

Master Forms
Add Master forms to the master template configuration.

Click on (+) symbol and click on new as shown below and enter the required fields and save
the form. Now the form will be added to the Master template configuration. The process of
creation of new master form is discussed later in this document. You can customize your own
custom entity and open that entity form as your Master form.
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Creation of New Master Form:

1) As shown in below screenshot, we need to give the Form Logical Name and Crm Form Id of the

entity and the entity form respectively. Please follow below steps to fill these fields

MASTER FORMS
New Master Forms

General
Mame R
Form Type *  Master Form
Usage Type Mostly
Version 10

Form Logical Name —

Crm Form Id —

Description —_

QOrgURL i crm.dynamics.com

) Status = Adive

You can use already existing entity or create a new entity as shown below. Copy down the name
field of that entity (for below e.g. “new_customerdemographics”). (Any prefix is fine)

08 Ertty: Mew - Google Chreme

@ hittps// 235may D09 crmudynamics.com 't

- a
- PowerApps

m W kS e eno Cose

L o Information

P Brierary Figis
4 Common
,.J_'I n Entity Definfticn
3
- Py Mame B
al & :
e
- . " erihip ™ e BT
T3 T
:
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Create all the fields required in the form and along with them create a field named
“prefix_caseformid” as lookup of app forms entity.

Display name: caseformid

Name: prefix_caseformid (replace prefix with your entity prefix)
Datatype: Lookup

Target Record Type: App Forms

p= Field: New for Customer demographics - Google Chrome

& https://235may2019.crm.dynamics.com/

i PowerApps

H .(‘L Save and Close lil‘ i) Help ~
Field ‘Working on solution: Default Solution
1 New for Customer demographics
Genera
Schema
Display Name * caseformid Figld Requirement® Optional v
Mame* new_caseformid Searchable Yes v
Field Security Enable () Disable
& Enabling field security? What you need to know
Auditing * ® Enable Disable
& This field will not be audited until you enable auditing on the entity.
Description
Appears In global filter in Sortable in interactive
interactive experience experience dashboard

For information about how to interact with entities and fields programmatically, see the Microso

Type

Data Type ™ Lockup v
Target Record Type™ Apps Forms v
Relationship Mame™* new_apps_forms_new_customerdemographics_ca:

Open the Forms of the created entity and get the url of the form which you have customised.
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@ Entity: Customer demographics - Google Chrome

@ https://235may2019.crm.dynan

PowerApps

"]
fxi Save and Close
e ]

Customer demographics

Ll 41 Information

4 Common
@l Information
=3 Forms
j' Views
il Charts
& Fields
m Keys
1§ 1:N Relationships
23 N:1 Relationships

=33 Show Dependencies

System Forms Active Forms v

T Mew = | X Delete

Name
nformation
Information

nformation

= Solution Layers

% Enable Security Roles

_6 Publish

Form State
Active
Active

Active

%ch Order ~

J Update lcons

Form Type 4
Card

Main

Quick View F...

,:/_1 Activate

K Delets

=R

334 Deactivate

State
Unmanaged
Unmanaged

Unmanaged

*j" Managed Properties

@l -

‘Working on solution: Default Solution

More Actions -

Customizable

True

True

True

Version

1.0

1.0

1.0

Lo
A carg

Aforn

22 N:M Relationships
_:j Business Rules
-'5-, Hierarchy Settings
[E2] Dashboards

1- 3 of 3 (0 selected)

https//235may2019.crm dynamics.com

(2 e
B save 2s —enoe = sl B, Eranie Security Roes
i"l.—i""-:-’ Co Fasts ] A 3 She O
Sae & Eemove _ res ™
a Indesemation o L [ It Scdutl Field Exploser ¥
Form: Customer demographics
Filmen ALE
& Comman
i L show urused Teids
aoeto
ales
Creaty
o -~
“ General
ting
- e
- & o™ J Meates By (Deegae
3l |".
W D ®
3 S
]

To get the GUID of the CRM form ID of the entity form from the URL, search for formld in the URL:

https://235may2019.crm.dynamics.com/main.aspx?appSolutionld=%7bFD140AAF-4DF4-11DD-BD17-
0019B9312238%7d&etc=10400&extrags=formtype%3dmain%26formld%3d3C6C1725-33DA-467A-
8575-EA0064A23585%26action%3d-1&pagetype=formeditor#952674413

Remove %3d after formld and take the GUID till “%".
formld%3d3C6C1725-33DA-467A-8575-EA0064A23585%
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GUID: 3C6C1725-33DA-467A-8575-EA0064A23585

Create a record in the master form entity with the following details as shown in below
screenshot:

(Need to provide the created entity logical name in the “Form Logical Name” field and give the
GUID of the entity form in “CRM form Id"” field)

Save @ Save & Close New o Flow v
MASTER FORMS

@ New Master Forms

General
Name *  Customer demographics
Form Type * Master Form
Usage Type Mostly
Version 10
Form Logical Name new_customerdemagraphics
Crm Form Id 3C6C1725-33DA-467A-8575-EADD64A23585
Description
OrgURL crm.dynamics.com @

B Master Template Configuration: | X B (Case: App_Case: TC1 - Microso B Master Template Configuration B Dashboards: Sales Activity Soci -

Incognito (7) @

11- af2co1 g y pps_mastertemplatec g
22 Dynamics 365 ~ | DynamicCaseTemplate S AND BOX . G ' 2 DT Call Creator 2

< C & https//org13.crm8.dynamics.com/ma -e9

= [©] New [ Deactivate [i] Delete () Refresh &, Assign  |# Share [F] Emailalink o Flow ~ @ Word Templates ~  fill Run Report
a1 Home
i MASTER TEMPLATE CONFIGURATION
(D)
(Y Recent 24 Test1
57 Pinned V4

General Formsand Letters Documents Steps Stage Queue Mapping  Related

Master Entities
I &P Master Template .. Forms Letters

&} Master Documents - .
Customer demographics =

- = Select e TestTemplate
€% Master Steps o S 6/20/2019 2:46 PM
ostly 1l Sort

¥ Master Letters
[#1 Add Existing Master Forms

4 Business Process F...

U Refresh Add Existing Master Forms
4% Business Process F...

M Run Report Add a Master Forms that already exists to the record you are working with.
{¥ Master Forms

B Excel Templates >
§® Master Step Config

@i  Export Master Forms >

&P Master Stage Que...

ﬁ Cases

B Seeallrecords

Case Related Entities -~ Ei Active Save

e
SEEED =

Create a case with that template as template name.
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CASE
TAQ
Phone to Case Process ¢ @
Active for less than one mi... Identify (< 1Min)

Summary Forms and Letters Documents  Steps  Related

CASE DETAILS

& Case Title " TAO

(=]l CAS-01003-F7K0Z6
] Template Mame Test1

B Customer * [3] Deepthi NCL

A master form record with same name will be created here. Select that record as shown below. It
will open the related entity form.

= t Mew |3 Deactivate T[] Delete () Refresh  *, Assign D

I Save & Route = New <@ Generate Cover letters
{2 Home

@ CUSTOMER DEMOGRAPHICS
CASE .
S ~ Customer demographics
TAO

57 Pinned s

Pt PR —— ? @' General Related

Active for less than one mi... Identify (<| Master Entities

N * i
Summary Forms and Letters Documents  Step @ Master Template ... ame Customer demographics
&> Master Documents
Owner * O O DT Call Creator
Forms > Master Steps
€3> Master Letters
4> Business Process F...
v | Name =]
> Business Process F...
+  CUSTOMER DEMOGRAPHICS &3 Master Forms
' <P Master Step Config

Master Documents
Add Master Documents to the master template configuration.

Click on (+) symbol and add an existing document or click on new if you want to create a
new master document as shown below and enter the required fields and save the form. Now
the document will be added to the Master template configuration.
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Select record

Look for Records ,‘:'

Master Doourments

Banth doc
=] BM2/2019 12:25 P

IPregese
=] B/12/2019 1226 PM

+ Hew B Change View

& save EFF Save & Close + Mew o~ Flow

MASTER DOCUMENTS
New Master Documents

General

Name

Is Mandatory No
Description

Valid From/To

Required?

Issued On Date

Required No

QOwner * © Q appsource admin

Master Step Config
Add Master Step Config to the master template configuration.

Click on (+) symbol and click on new as shown below and enter the required fields and
save the form. Now the form will be added to the Master template configuration.
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Master Step Configuration is an intermediate entity between Master steps and master
template configuration.

Master Steps is an Entity where we are maintaining the general information of the step
like step name, Queue, Step Stage and Step type.

Master Steps

Save J Save & Close MNew ™ Flow
MASTER STEPS
@ New Master Steps
General
MName o

Queue (User or Team) [
Step Stage —

Step Type —

After filling the details in master steps, we will select the same master step in master
step Config to add and save.

IMASTER STEP CONFIG
Y Test Master step

General Related

B Step title *  Test Master step

Master Template

Configuration Test Template

Steps name *  [&&] Test Master step
Step Order 1.00
Step Process Stage [&Z] Identify
Required/Optional Optional
Step Owner * £, appsource admin
Active Save
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Now master step configuration is added to the master template configuration.
_ MASTER TEMPLATE CONFIGURATION
Test Template

General Formsand Letters Documents Steps Stage Queue Mapping  Related

+  Add New Master Step ... O Refresh
v Name T Step Order Required/Optio... Step Type Created On
Test Master step 1.00 Optional --- 6/20/2019 12:29 PM

Master Letters
Master Templates are document templates of OOB CRM. Create a document under document
template and with the same name, we must create a master letter in master letters entity.

We should use only Microsoft word document to use for the Master Letters. Also, we can
customize the word document as per business requirement.

DOCUMENT TEMPLATE : INFORMATION

Testlemplate =

+ General
Details
Status & Activated
TestTemplate
De o : »
Type ™ & Wicrosoft Word
Modified On B 4/25/2019 356 PM
Modified B & testuser3
Associated Entity Type Code & Case
Created By & testuser3

Created O & 4/29/2019 356 PM

English

After creating OOB document we should use same name to create master letters to reflect this
document as an attachment under Case Letters.
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Under Master template configuration we will provide only name of OOB document template

for the master letters and save.

I New [ Deactivate [I] Delete () Refresh A Assign ¥ Share CZ) Emaillalink o~ Flow ~ @ Word Templates

MASTER LETTERS
TestTemplate

General Related

Title *  TestTemplate

Stage Queue Mappings

Run Report

Stage Queue Mappings are nothing but stages of BPF. When we select BPF and save the form

all the stage mapping queue creates automatically.
_ MASTER TEMPLATE CONFIGURATION
Test Template

General Forms and Letters Documents Steps Stage Queue Mapping Related

O Refresh
v Name T Business Proces... Queue BPF Stage Master Template confi...
Close Work Order Case to Work Order Bus --- Close Work Ord  Test Template
Identify Case to Work Order Bus --- Identify Test Template
Research Case to Work Order Bus --- Research Test Template
Resolve Case to Work Order Bus --- Resolve Test Template
&

1-4 of 6 (0 selected)

[  Run Report v

p

Created On

6/20/2019 12:2...

6/20/2019 12:2...

6/20/2019 12:2...

6/20/2019 12:2...

Page 1 o

Now we have created a master template with all the master records like master forms, master
documents, master steps and master letters. Now we are ready to create app documents, app
forms, app steps and app letters under the case. We can create a case by selecting the
template which creates a case with all the required sections. This pre-defined template-based
solution is configured and used for any type of need and can be widely used and can be

customized.

Below are the steps to use the template configuration.
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Go to Service & Case = New Case

Select "App_case” form when case is opened. Fill all the mandatory fields and select the
master template configuration lookup. On saving the case, app documents, app forms and app
steps will be created.

CASE
Test case

Case to Work Order Busi... @
Active for less than one mi... Identify (< 1Min) Research

Summary Forms and Letters Documents Steps Related

CASE DETAILS

B Case Title *  Test case

g CAS-01011-53v3Q1

=] Template Name [&] Test Template

& Customer * A Datum Fabrication

To create Letters, we need to click on “Generate Cover Letters” button on ribbon.

I° Save & Route - New 2 Generate Cover letters | 4. Create Child Case [ Resolve Case [ Cancel Case [ AddtoQueue [ Queue Item Details
CASE Priority
Test case Normal

Case to Work Order Busi... @
Active for less than one mi... Identify (<1 Min) Research Resolve & Work Order

On clicking the “Generate Cover Letters” button, letters for the case will be created which is
similar to the master letters of Master template configuration. When you open the created
Letter, the document template of the letter will attached in the notes as shown below:
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i New [ Deactivate [i] Delete () Refresh A, Assign ¥ Share [ Emailalink o Flow ~ @@ Word Templates Run Report
APPS LETTERS
TestTemplate
General Related
Title ) Timeline +
TestTemplate
Enter a note... b
Url
TODAY N O]
Owner
Note modified by appsource admin - Just now
A appsource admin n =E/

Status il TestTemplate.docx

Active

IE Delete f Edit note

Clone Master Template Configuration:

This is a new feature in Dynamic Case Configuration where we can copy the same master
Template with all master Data to another template and also, we can modify (add/remove) the
latter as per our requirement.

To Clone/Copy the master template configuration we need to provide unique name for newly
created master template configuration.

® = New D Deactivate ]E[ Delete C) Refresh /Oz, Assign |# Share 51 Email a Link =~ Flow @& Word Templates Run Report ™
MASTER TEMPLATE CONFIGURATION
@ Test Template
General Forms and Letters Documents Steps Stage Queue Mapping  Related
Template Name Test Template Administration Section

Copy Master

BPF

Apps Type

[£&&] Case to Work Order Busine...

7
template Config

New Master Template
New Clone

Update BPF Config

Config Name

To create clone of master template, we need to open existing master template configuration
record and check the ‘Copy Master Template Config’ check box. Then it will ask for new unique
master template configuration name. Providing name and save the form will create clone/copy
of the master template configuration. To see newly created master template, go back to master
template configuration main grid and refresh.
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B Show Chart | MNew ]E Delete ~ O Refresh 3] Email a Link e o Flow ~ Run Report ™ 08 Excel Templats

Active Master Template Configuration se
v Name T Created On
MNew Clone 6/20/2019 2:32 PM
Test 6/12/2019 12:22 PM
Test Template 6/20/2019 12:23 PM

Now you can see the newly created master template configuration is cloned from another
master template configuration.

MASTER TEMPLATE CONFIGURATION
New Clone

MASTER TEMPLATE CONFIGURATION
General Forms and Letters Documents Steps Stage Q
New Clone
Template Name *  New Clone
General  Forms and Letters  Documents
BPF [3] Case to Work Order Busine...
Apps Type i
v | Name
MASTER TEMPLATE CONFIGURATION Birth doc
New Clone
Invoice
General Forms and Letters Documents Steps Stage Queue Mapping  Related
Forms Letters
form1
@ No e TestTemplate
6/20/2019 12:31 PM

Mostly

Update BPF Configuration

Update BPF configuration is another feature when we create new BPF and if it is not update in
the master template configuration BPF lookup , then we can force to update the lookup by
checking the 'Update BPF Config lookup’ checkbox. This will update the all newly created BPF
and update the BPF lookup of under master template Config.

MICROSOFT LABS PAGE 16



Dynamic Code Config
If you want to update any field value in app steps entity (steps created in the case) with the
value of any field in master steps config entity. Then create a dynamic code config record and

add required fetch xml in “Retrieve Fetch XML" field as shown below:

DYNAMIC CODE CONFIG : INFORMATION

updatestep =

4 General

Name * updatestep

Retrie -

= <fetch version="1.0" output-format="«kml-platform’ mapping="logical' distinct="false'>
<entity name="apps_masterstepconfig >
<all-attributes />
<order attribute="apps_name' descending="false’ />
<filter type="and'>
<condition attribute="apps_mastertemplateconfigurationid’ operator="eq’ value="{0} />
<ffilter>
</fentity>
<ffetch>

Section Type Steps

Add a dynamic update config record. Click on (+) symbol and click on new as shown below
and enter the required fields and save the form. Destination attribute is the attribute that you
want to update in the app steps. Source attribute is the attribute in master step config entity.
The value of source attribute will be updated in the destination attribute.

1| & https//hclfeb2k19.crm.dynamics.com/main.a

Dynamic Update Config: New Dynamic Update Config - Google Chrome = =

9%3f_CreateFrom|d%3d%.

, i Dynamics 365 -

[ SAVE |5 SAVE & CLOSE

Dynamic Update Co.. > New Dynamic Updat.

FORM EDITOR

DYNAMIC UPDATE CONFIG : INFORMATION

New Dynamic Update Config -

4 General
on Attribute Name * apps_appstepsfield
on Attribute Type Single Line of Text
Source Attribute apps_masterstepconfigfield

Active H

Sample Code:
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<fetch version="'1.0" output-format="xml-platform' mapping='logical’ distinct="false'>
<entity name="apps_masterstepconfig'>
<all-attributes />
<order attribute="apps_name' descending="false' />
<filter type="'and'>
<condition attribute="apps_mastertemplateconfigurationid' operator="eq' value="{0}'/>
</filter>
</entity >
</fetch>

Note: Go to Processes in the solution after installation and check if all the processes
present in the solution are activated. If there are any processes related to Dynamic case
template solution which are in draft status, go to Settings=> Processes and activate

them.

End of Document
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