


Text (SMS) Messaging for

Dynamics Customer Service

Analysis Document

User guide manual

> IMPERIUM,|
dynamics




Contents

1. Accessing Dynamics 365 Customer Service

2. Creating a New Case

I oo - 1u1 g = [ OF: [T PP

4. Resolving, Reactivating or Cancelling a Case

5. Using Text Messaging to coordinate with the Customer contact



Text (SMS) Messaging For Dynamics Customer
Service

1. Accessing Dynamics 365 Customer Service

- Step 1: Log in to your Dynamics 365 account.
- Step 2: Access the website: https://make.powerapps.com/
- Step 3: Navigate to the relevant Environment

t

i Power Apps P search & Customer Service Trial Q &

= (@ Your trial environment will expire in 17 Days. Convert it to production to keep it. Learn more about trials.

A Home

G e Let's build an app. What should it do?
it 4 Collect RSVPs Track sales leads List inventory Manage inspections

M Lem ¢ +

B Apps Use everyday words to describe what your app should collect, track, list, or manage

R Tahiae ~ ~

- Step 4: Navigate to the Dynamics 365 Customer Service Hub. This can typically be done from the
home page or app launcher.

ver Environment
iif  Power Apps P search & Customer Service Trial Q &

B8 8 + 2

w2 % B8

Home _
Your apps = g2
Create
— Modified Owner Type
Learn
= Customer Service Hub : 2 days ago SYSTEM Model-driven
Apps
£ Omnichannel for Customer Service : 1 wesk ago Faizan Ahmed Model-driven
Tables
Va SMS Chat App : 1 week ago Faizan Ahmed Canvas
Flows
SIS = Customer Service workspace : week 200 SYSTEM Model-driven
Connections = Omnichannel admin center : 1 week ago SYSTEM Model-driven
+ More = Omnichannel Administration : 1 week ago SYSTEM Model-driven

Power Platform See more apps >

2. Creating a New Case

- Step 1: In the Customer Service module, navigate to the "Service" section in the left-hand
navigation pane.

- Step 2: Click on “Cases” to view the list of existing cases.

- Step 3: To create a new case, click on “New” in the toolbar.
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Step 4: Fill in the case form:

o Title: Enter a concise title for the case.

o Customer: Select the customer from the existing records.

o Description: Provide a detailed description of the issue or request.

o You may also fill in other fields as required, such as Case Type, Priority, etc.
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Summary Case Relationships ~ Associated Knowledge Records  Enhanced SLA Details ~ Additional Details ~ Social Details  Articles and Contract Information

CASE DETAILS Timeline Assistant
Case Title * Motion Sensor Malfunction Notifications
g This record hasn't been created yet. To enable this
content, create the record,
Subject Machine parts Almost there
—— . & oneA Select Save to see your timeline.
CUSTOMER DETAILS
Origin Phone & OneAl
Contact * Haylee Invinfield & email
& Phone +15812213931 &
Entitlement
RECENT CASES
product
Wifi isnt working
Reply Stop @ o Cancelled

Enable SMS Case
Changed

Sensors are not working
Resolved

@ v

Step 5: Click “Save” in the top navigation bar to create the case.

When the case is created the Contact associated with the company is automatically notified
about the Case creation via a text message that Reads:

“Hi [Customer Name],

A new case [id] has been created. We are working on the case to resolve it for you.”
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Subject Machine parts e Modified on: 1:54 PM
B Subject Case Created closed AR A B W
Customer * 4 oneAl Hi Haylee,
A new case 1013 has been created. We are working on the case to resolve it CUSTOMER DETAILS
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3. Updating a Case

Step 1:
Step 2:
Step 3:

Step 4:

Navigate to the “Cases” section as before.

Cancelled

Open the case you want to update by clicking on the case title.

To update information:
Edit fields directly, such as the description, status, or priority.

Add any notes or attachments using the “Notes” section at the bottom of the form.

After making changes, click “Save”.

4. Resolving, Reactivating or Cancelling a Case

To Resolve a Case:

O
O
O

O

Open the case as described above.
Click on “Resolve Case” at the top of the case form.

Fill in the “Resolution” and “Description” in the dialog box that appears.

Click “OK” to close the case as resolved.

To Cancel a Case:

O

©)

Open the case.
Click on “Cancel Case” at the top of the case form.

To Reactivate a Case:

O
O

Open the Resolved/Cancelled case.
Click on “Reactivate Case” at the top of the case form.

Click “Save”.

=}
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- When the case status is updated to Resolved the Contact associated with the company is
automatically notified about the update in the Case Status via a text message that reads:

“Hello [Customer Name],

Your case [title], [id] is resolved. Resolution Date = [date]. “
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A Email -
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B2 Subject Case Created Closed A BB W
Hi Haylee,

A new case 1013 has been created. We are working on the case to resolve it
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Resolved

- When the case status is updated to Reactivated the Contact associated with the company is
automatically notified about the update in the Case Status via a text message that reads:

“Hello [Customer Name],

Your case [title], [id] status is updated to Active.”
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- When the case status is updated to Cancelled the Contact associated with the company is
automatically notified about the update in the Case Status via a text message that reads:
“Hello [Customer Name],

Your case [title], [id] is updated to Cancelled. “
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5. Using Text Messaging to coordinate with the Customer contact

- Inthe Customer Service Hub, go to Contacts. This can be found in the navigation bar on the left.
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- Find the Customer Contact you want to text with and open the record.

o From the Contact form navigate to the “SMS Chat” tab and use the chat window to talk with the
lead via text.

Try the new look (

I
S
[m
o

save @ Save &Close -+ New gk Openorgchart [® Deactivate R Connect | ~ 7 Add to Marketing List &, Assign  [i] Delete () Refresh : 12 Share ¥ [3

H L
0 bEmE Haylee Irvinfield - saveq ﬂ! Sameer Irfan Kazi v/
ner

O Recent % Contact

& Pinned v Summary | SMS Chat |Details Scheduling Files Related -

My Work

. SMS Chat
¥ Dashboards

14314008556

Activities ° Haylee Irvinfield

I E—— v .
Customers

Accounts
| & contacts Hello Haylee Irvinfield, Your case Motion Sensor Malfunction, 1013's status is updated to Active, o71ee 220124 a

& Contact Groups

B2 Text Messages

Hello Haylee Irvinfield, Your case Motion Sensor Malfunction, 1013's status is updated to Caneelled. 072451 22191/2¢ 0
9 Text Message Con...

B Text Message Sett..

Hello Haylee Irvinfield, Your case Motion Sensor Malfunction, 1013's status is updated to Active. o733 2301124 a
Service

P Cases

B Queves Hello Haylee Irvinfield, Your case Motion Sensor Malfunction, 1013's status is updated to Cancelled. o7 3:01 22101/2¢ a

Insights
send B
@0 Customer Service ... ] é

B Knowledae analvti.

ﬂ Service <




	1. Accessing Dynamics 365 Customer Service
	2. Creating a New Case
	3. Updating a Case
	4. Resolving, Reactivating or Cancelling a Case
	5. Using Text Messaging to coordinate with the Customer contact

