Microsoft

Microsoft Dynamics CRM
Resource Guide 2015




Whether you have a quick question, or a sticky problem to
solve, Microsoft has the solutions you seek. We offer a full range
of self-help and assisted support resources designed to provide
answers — fast!

In addition, our online and face-to-face community resources
connect you with tens of thousands of Microsoft Dynamics
CRM customers and partners who are eager to swap stories,
share ideas and help solve challenges. These communities are a
fun and inspiring way to get to know other Microsoft Dynamics
CRM users.

Together, these self-service, assisted and community-based
resources can shorten learning curves, promote user adoption
and help maximize your investment. We encourage you to
explore the many options outlined in this resource guide, then
hold onto it as a handy reference.
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Microsoft's self-
service resources
are available
24x7 for times
when you need
just a little extra
help or guidance.

Help & Training

Microsoft Dynamics

CRM Help & Training o

What's New H\!“\/ Get Started

‘Guides, eBooks, videos, and more

Get ready for the next release

'.‘ Marketing ‘.'Q Admins

Featured

CRM Basics Guide
Outlook User's Guide
Videos & eBooks

How do ...
Mobile apps Training Kit

Business processes Al topics...

Data management
CRM for Outlook

Reports

Enjoy 24/7 all-access pass to the CRM Help & Training site, a central location for all the
eBooks, videos and Help topics you need to make the most of your investment. Go to
CRMhelpandtraining.com.

The Microsoft Dynamics Help & Training is your place to:

«  Getready for the next release

« See what's new with Microsoft Dynamics CRM

« Find great “getting started” content & videos to learn about CRM features

+ Ready-for-you-to-customize training materials and templates
e Access key contact information for when you need help via the CRM Help Center
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http://CRMhelpandtraining.com
http://CRMhelpandtraining.com
http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
http://www.microsoft.com/en-us/dynamics/crm-help-center/default.aspx

We have included
this quick
reference card

to assist your
customer care
representatives

in getting

started with case
management.

Customer Service
Quick Reference Card

Create, edit and resolve service cases. Get the quickref card.

Microsoft Dynamics CRM Quick Reference for a
Customer Care Representative

Create a new case

A customer care representative can easily create and manage cases
using Microsoft Dynamics CRM.

1. Go to Service > Cases. (How do | get there?)

2. Choose New Case. For a phone support case, choose Phone
Support.

3. On the form, enter the case information.

Cancelacase  Addacasetoa Assignacaseto Resolve a case

/ / queue / someone else
N L CRIATECHIDGASE (R CANCELCASE 1> APPLYROUTHGRULE L ADDTOQUEVE [l Quve MeMDETAns  d8asscn [0

case

& -

M|Ssing pans (Samp‘e) | Low |‘d}dW(U|ﬂ 1200 AM ‘ 0 progress.
\UH]F"(]W
Selectthe | me .
account or N A - | AddPhoneCal  Add Tsk B CUSTOMER DETAILS
customer " “ A. Datum Corporation (sample)
e issing parts (rample) | & s sameoneS B exampie.com
and enter 8 csommm C rone sssms
the case o - .
title - Add case PYSP— e
- activities i o
s v
See what kind of 8 Recon cases
ArpUCABE St support the customer
et egone by @ - is entitled to N

Case Relationships

Look for similar View merged
cases cases

View or add child
cases



http://go.microsoft.com/fwlink/p/?LinkId=330911

Resolve a case
/ 1. Choose RESOLVE CASE

+ NEw 4, CREATECHILD CASE [ RESOLVE CASE  [3 CANCEL CASE  r* APPLY ROUTING RULE

e Resolve Case x
Fa U |ty p rO d u Ct C a t‘ 7ruwde information in the following boxes to resolve this case. \
| ResolutionTypa® | Problem Solved |
Resolution * issue resoved ‘
HIE H | Total Time 0 minutes
?. Fill in ‘Fhe required - =
information < . >

Power has been restored.

~ <

Resolve Cancel

A 4

3. Choose Resolve

Assign a case to someone else

* Find and open the case you'd like to assign. .
. / J 1. Choose Assign.

[% CANCELCASE  r* APPLY ROUTING RULE .B,ADD TOQUEUE [ QUEUE ITEM DETAILS  ##s /

&2 Assign
Assign to Team or User 7 X
2. Select WhO You have selected 1 item. To whom would you like to assign it?
youwantto —s  gasigmome
assign the Assign the selected Case to yourself.
case tO Assign to another user or team

Assign the selected itemi(s) to the following user or team:

3. ChOOSG ASSign ﬁ Assign Cancel




eBooks

Check out these short, user friendly, visual guides to key areas, including CRM basics,
what's changed in CRM 2015, business processes, and more. Go to CRM eBooks

CRM Videos

In two minutes or less, watch short videos to get started with service, mobile, and
online license management, and to learn about the new navigation in Dynamics CRM
2015. Find more videos on the Microsoft Dynamics CRM channel on YouTube.

Implementation & Administration

CRM Online Onboarding Success — Step by step guidance for customers to onboard
their organization and users on CRM Online and includes new Tools such as a Licensing
calculator to help determine the right requirement of CRM licenses, instances, and
storage and a Deployment planning guide to enable proactive planning.

Deploying and Administering CRM Online and CRM 2015 (on-premises) — Get

detailed info to install, configure, customize, and maintain Dynamics CRM 2015. For IT
pros and CRM admins.

CRM Training and Adoption Kit — Download editable eBooks that you can customize
any way you like. Feel free to leverage some of our Dynamics CRM 2015 content for
your training and readiness needs.

Get Ready for the next release — New features are continually becoming available! If you
administer, configure, or install Microsoft Dynamics products and services, watch this
page for information about ongoing releases and how to prepare your organization.

After you update to CRM 2015 — next steps web page — Quickly access links to info
about important steps to take to get the most out of the new features and tools.

CRM Setup & Administration — Go to www.CRMITProCenter.com for help to deploy
and administer Microsoft Dynamics CRM.

Customization & Development

Developer Center — Go to www.CRMDeveloperCenter.com to get the info you need to
develop, design, and distribute solutions for Microsoft Dynamics CRM.

CRM 2015 Microsoft Dynamics CRM SDK - View the Software Development Kit (SDK)
online, or download all the SDK docs in the MSDN library, plus hundreds of code samples
in C# and Visual Basic .NET, tools to register plug-ins, and a design guide for solutions.

CRM 2015 Logical Entity Diagrams- Check out these Visio diagrams that show
Dynamics CRM 2015 entity relationships.
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http://www.microsoft.com/en-us/dynamics/crm-customer-center/videos.aspx
http://go.microsoft.com/fwlink/p/?LinkID=325001
https://mbs.microsoft.com/customersource/northamerica/CRM/learning/documentation/user-guides/CRMOnlineOnboardingSuccessCenter
https://technet.microsoft.com/en-us/library/hh699811.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm-2013.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/get-ready-for-the-next-release.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/after-you-update-to-crm-2013-next-steps-to-success.aspx
http://www.crmitprocenter.com/
http://www.CRMDeveloperCenter.com
http://www.CRMDeveloperCenter.com
http://msdn.microsoft.com/en-us/library/hh547453(v=crm.6).aspx
http://www.microsoft.com/en-us/download/details.aspx?id=40321
http://download.microsoft.com/download/3/F/5/3F5CD5EA-A070-456F-8310-1970FDBBCEFA/Crm2013EntityDiagrams.zip

Assisted
Support
Resources
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For questions and issues where you need extra assistance, the
Microsoft Dynamics CRM customer support team is available to help you.

O U r C O m m |J[ m e nt to YO U Having the right support plan is

crucial to your success and our

1. Serving our customers is our #1 priority 22!&%@5&5&2&?%%5 ';sj‘:

2. We take pride in being responsive and friendly to work with Customer Success Manager
the best support plan for your

Please remember, when contacting technical support, the more solution and organization.

information you can provide, the faster we can help resolve your issue.

Tiered support plans are available for every business type.

SUBSCRIPTION ENHANCED PROFESSIONAL DIRECT PREMIER
For basic support For fast response Priority handling and skill building For Complex/Business Critical Applications
Initial response time of less than [
two hours for your most critical
issues
Find help quickly from an online
community of experts and peers
Start with Getting Started @ “ Find help quickly from an online
catalogue, self-help guides ' community of experts and peers
. Self-learning resources available 24 A . 5 - - . 5 - X
APER Access self-directed support on S ; “/ Maximize uptime with unlimited L2 Maximize uptime with unlimited break/fix
our customer portals %’ s e (o Dl g3 break/fix support 3 support

Online a full ELearning catalog*

Get responses to technical support It esponseltineloliessithad Initial response time of less than two

calls within one business day

Maximize uptime with unlimited
break/fix support
>
»

{ two hours for your most critical

5 hours for your most critical issues
Issues

Receive 24x7 support for your most
critical issues

Eliminate on-hold time with Receive 24x7 support for your most
priority routing critical issues
Receive expert advice, escalation Receive expert advice, escalation
service delivery managers delivery managers
L ad

Maximize uptime with unlimited
break/fix support

assistance and much more from assistance and much more from service

N

S

Eliminate on-hold time with priority

Eliminate on-hold time with priority o
' routing

)
routing ‘

EEICIS

®)

:'-1;3 Access self-directed support on “ Find help quickly from an online " Find help quickly from an online
"% our customer portals ' community of experts and peers ' community of experts and peers
=l Access self-directed support on our ‘wal | Access self-directed support on our
= F1 customer portals, plus ELearning PN customer portals, plus ELearning and
' and customizable training material* customizable training material*

Dedicate, customized and proactive

& support w/ dedicated account manager,
'~ PI proactive services, mentoring and on-site
services
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*  You must be an Office 365 administrator to contact technical support. If you
aren’t an administrator, contact your local administrator

« Ifyou are an administrator and would like to contact a Microsoft technical support
specialist for help, you have a few options:

(recommended - see the process below) —

https://portal.office.com
—1-800-865-9408 (North America) or other countries/regions

«  Before submitting a support case make sure to check the Service Health Dashboard

for known issues.

e You may also try our self-help /troubleshooting

Note: Your screen view experience may vary

Office 365
Office 365 admin center «
Search users, admin tasks am p
"Bl4 Watch the video to get started quickly
DASHBOARD ~
SETUP _ _
Service overview
B USERS
COMPANY PROFILE . Crirra =[th
Service health Current health
IMPORT o
£ IS5UEes I CRM
CONTACTS
: Exchange
SHARED MAILBOXES Service requests
e I Identity Service
MEETING ROOMS No open service requests
Microsoft Dynamics
GROUPS o _ I, o
Mail protection Marketing
DOMAINS 19 messages received, 0 processed by filtering, I Mabile Device
PUBLIC WEBSITE Management
b BILLING Message center | Office 365 Portal
2 measr meccanac in the nack T Ao
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https://portal.office.com
https://support.office.com/en-US/Article/Contact-Office-365-for-business-support-32a17ca7-6fa0-4870-8a8d-e25ba4ccfd4b?ui=en-US&rs=en-US&ad=US&fromAR=1
https://portal.office.com/default.aspx#ServiceStatusPage
https://community.office365.com/en-us/p/troubleshooting

Select Support > Service Requests

Office 365

Office 365 admin center <«
Search users, admin tasks am ,0
"BlYq Wastch the video to get started quickly
DASHBOARD ~
SETUP _ _
Service overview
b USERS
COMPANY PROFILE . Current health
Service health e e
IMPORT -
2 issues I CRM
CONTACTS
o Exchange
SHARED MAILBOXES >ernvice reguests
e I Identity Service
MEETING ROOMS No open service requests
I I Microsoft Dynamics
GrOUES Mail protecti Marketing
Mvail protection Aarketing
DOMAINS . e
e 19 messages received, 0 processed by filtering. I Mahile Device
PUBLIC WEBSITE Wanagement
hMecco 3 smter — - -
P BILLING W E_l_u'.'-lge cente I L,ﬂ:ICE :)65 "Cr_.al
ew i st 7 days
b EXTERNAL SHARING 3 new messages in the past 7 day | Office Subscriotion
MOBILE DEVICES _ : T
ncluded services | Rights Management
P SERVICE SETTINGS Service
REPORTS I SharePoint
b SERVICE HEALTH Skype for Business
4 SUPPORT I Social Engagement
Y . I Yammer Enterprise
1 1
- Service Requests - e
tmmmmmmmsmmmm * View details and history
PURCHASE SERVICES
MESSAGE CENTER _
Planned maintenance
TOODLS
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Click the plus button

MEETING ROOMS

GROUPS

DOMAINS

PUBLIC WEBSITE

# BILLING

P EXTERNAL SHARING

MOBILE DEVICES

P SERVICE SETTINGS

REPORTS

P SERVICE HEALTH

4 SUPPORT

Creerview

Service Requests

PURCHASE SERMICES

MESSAGE CENTER
TOOLS
4 ADMIN

Exchange

[R——

'+ r £

[Ape———

REFERENCE NUMBER

SERVICE REQUESTS

TITLE

STATUS

There are no service requests to be displayed.

ASSIGNED TO

Microsoft



Select More > Service Requests

P EXTERMAL SHARING
MOEILE DEVICES

P SERVICE SETTINGS
REPORTS

P} SERVICE HEALTH

4 SUPPORT

Overview

Service Requests

PURCHASE SERVICES
MESSAGE CENTER
ToOLS
4 ADMIN
Exchange
Skype for Business
SharePoint
CRM
Marketing
Social Engagement

Compliance

JUTOOR, S THall, Calenaar, [@sks,
shared resources

Online collaboration
Skype for Business, video
conferencing, screen sharing, IM

Sites and document sharing
SharePoint, OneDrive for Business,
search

Office client subscription
Word, Excel, PowerPoint, Onelote

Visio Pro
Diagrams, flowcharts

Project Pro
Projects, teams, resources

Yammer Enterprise
Social network, enterprise
collaboration

hMabile Device
lanagement

Office 365 Portal
Office Subscription

Rights Management
Service

SharePaint
Skype for Business
Social Engagement

‘Yammer Enterprise

View details and history

No issues

No issues

No issues
No issues

No issues
Service degraded =
No issues

No issues

Select Dynamics CRM Online

b SERVICE SETTINGS
REPORTS

} SERVICE HEALTH

4 SUPPORT

Overview

Service Reguests

PURCHASE SERVICES
WMESSAGE CENTER
TOOLS
4 ADMIN
Exchange
Skype for Business
SharePoint
CRM
Marketing
Social Engagement

Compliance

Azure AD

Identity management
Active Directory, multi-factor,
single sign-on

User and domain

management
Users, groups, domains, sign-on

Delve
Discover, search and connect

Dynamics CRM Online

Sales, marketing, customer care

Mobile device management
Device security policies, access
settings, wipe

Less...

see all support tickets
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Complete form

Office 365

New service request

1. Identify the issue

identify the issue

2. Review suggestions

3. Add details
* Feature:

4. Confirm and submit

Mext Cancel

New service request

1. ldentify the issue

identify the issue

2. Review suggestions

3. Add details
* Feature:

- Confirm and submi /4]
Connectors for Microsoft Dynamics

Customization and Solutions

Data Management

E-mail Router

Marketing

Online Service Availability

Programmability and Software Development Kit (SDE)
]

ke Fand I =y LI -l
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Office 365

New service request
1. Identify the issue

2. Review suggestions

3. Add details

4, Confirm and submit

identify the issue

* Feature:

CRM Client for Microsoft Office Outlook

* Symptom:

| Cutlock synchronization

* lssue summary

o e LS T o
SUFTMIERAEE POUr ISSUE 11T

* lssue details

1 3 few sentences, tell us what’s going on. IEs helpiu ou include the
steps fo re-create the issue
i ¥
Next Cancel

Microsoft



Office 365

New service request

1. ldentify the issue
2. Review suggestions
3. Add details

4. Confirm and submit

review suggestions

We've found some things that might help...

CRM Integration with Office 365, Benefits and Installation ...
CRM Integration with Office 365, ... customer testimonial from BioMedix describing the value of using
a joint Office 365 and Microsoft Dynamics CRM Online ...

Troubleshooting Microsoft Dynamics CRM for Qutlook installation, configuration,
and upgrade

TechNet Library. Microsoft Dynamics ... Choose Start > All Programs > Microsoft Dynamics CRM 2015
» Diagnostics > Synchronization Troubleshooting ... Contact Us ..

Outlook 2007 won't connect - Microsoft Office 365 Community
Microsoft Office 365 Community Forums Email and calendar Outlook 2007 won't connect. ... the
service that Qutlook uses to communicate to Office 365) ...

Office 365 DIY Troubleshooter — self-help technical ...

Nead to configure, troubleshoot or understand a part of Office 3657 We have lots of articles and tools
to help but finding them can be difficult.

Outlock 2007 hangs - Microsoft Office 365 Community
Since we migrated to 0365 we have had a number of people report that their Outlook ... to Office 365.
| won't be the ... Outlock /safe *does not* stop the CRM add ...

Using Office 365 Outlook/ adding domain. | Office ...
Microsoft Office 365 Community Forums Office applications Using Office 365 Outlook/ adding
domain. ... Using Office 365 Outlook/ adding domain.

Do you still need to create a service request?

Back | No, cancel request

14
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Office 365

New service request

. ldentify the issue ;
ey add details

-~

2. Review suggestions

3. Add details

* |s your service unavailable?

4, Confirm and submit |NC il

* How many users are affected?

|Som-& users VI

Enter an email address of someone affected by this issue:

customer@contosc.com

To help the support representative resolve problems better, you can attach up to five screen shots or other
documents to this request. Each file must be smaller than 5 MB in size.

Attach a file

Back ‘ Mext Cancel

Be Microsoft



Best Practices for Working
with Microsoft Support

Whenever you contact Technical Support, the more information you provide
upfront, the faster we can help resolve your issue.

*  Provide details such as:
— Is the issue affecting all users?
— If not, how many users are being affected?

— Which roles are being affected?

Our Commitment to You:
— Serving you, our customer is our #1 priority

— We take pride in being friendly, responsive and easy to work with

L

(RS
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http://community.dynamics.com/product/crm/crmtechnical/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx
http://community.dynamics.com/product/crm/crmtechnical/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx

Swap tips and share
ideas, face-to-face
or online, with other
users and Microsoft
Dynamics profes-
sionals in our many
communities.

18

Microsoft Dynamics
CRM Community

M Microsoft Dynamics Join  Sign in

Microsoft Dynamics CRM o

Home  Forum  Blogs  Videos  Calendar  Badges&Experts  Support  Communities -

FEATURED STORY

Sunshine, Theme Parks, and CRMUG Summit - All Great
Reasons to Visit Tampa This October

Forum Videos

‘? b4 RT @nzCRMguy: #MSDynCRM Tools: Change the default dashboard in Dynamics #CRM2013 with
Rl xrmToolBox SiteMap Editor plugin http://tco/EulRRaeV... All Activity
M-

tesg Twest
0 social

@ComunidadCRM: Habilitar uso de credenciales MSCRM Dynamics 2013 usando HTTP
i LR SSDinCR, 2 B news

Events

15 minutes ago  Tweet

[ RT @boceuti: RT @FlintfoxMike: Brace yourself team! Flintfox TPM for CRM “TRM" is officially out,
g integrating w #MSDynAX #MSDynNAV and #MS.

27 minutes ago  Tweet

My Subscriptions

RT @johnbiggsnz: Want better quality leads? Join our lead generation challenge in 2014 http:// Thanks for stopping by the Microsoft
hitp://t.co/GAHCS)a3Yq #MSDynCRM Dynamics Community. If you sign up, you'll
= be able to create s ubscrintion

Go to http://community.dynamics.com/crm/default.aspx

The Dynamics CRM Community is your place to:

« Learn from the experts, and share your expertise!
« Exchange ideas with other users

« Hear the latest news from Microsoft

* Read blogs from Microsoft and our CRM Partners, including the Dynamics CRM
Support Team

«  Watch great videos all about CRM!

Be Microsoft


http://community.dynamics.com/crm/default.aspx
http://community.dynamics.com/crm/default.aspx

Register | Contact Us | Sign in

Home  About  Join CRMUG Events Member Resources  Training Academy Conferences  Online Community

Read the CRMUG Magazine

Py _«crmuc

DyNamics CRM User GRoup

Cisllaborate = 5

Content Library -

Premium Members Access Webinars At ANY TIME! fug
Your Resources. On your schedule. — Visit CRMUG Collaborate Today,

(Akalla) Global

Welcome! Recent News E

The Dynamics CRM User Group (CRMUG) is an independent global
community of Microsoft Dynamics® CRM users, pariners and experts who
share a common goal: driving producivity using Dynamics CRM. New Board Members Elected for 2014-2015
Leamn about the 5 new board members elected in March: Brad Freeman,

We network, learn and exchange ideas through a series of live and virtual Clarissa Simpson, Gretchen Opferkew, Jerry Weinstock and Kathleen
conferences, webinars, continuing education programs, and a vibrant online Perkins.
community.

The Digital Edition of the CRMUG Spring Magazine is Now
Membership and active participation in CRMUG can make a huge difference Available!
in how effectively you use your Dynamics CRM software - and how much The Spring 2014 edition of the CRMUG Magazine is available! CRMUG
you enjoy itl So explore our site, iearn about membership benefits, and join Members - check your mailbox for your copy! O read the digital edition
us!

CRMUG's Administrator Black Belt Training Program

in a continuing effort to empower CRMUG members and member organization,

Tweets L

CRMUG Academy has created a training program focused on CRI
administrators & super-users.

The more you know about Microsoft Dynamics CRM, the more it can help you grow
your business. The Dynamics CRM User Group (CRMUG) will help you become
more proficient with Microsoft Dynamics CRM by giving you opportunities to
connect, learn and share experiences with others who use the product the same way
you do. The CRM User Group (CRMUG) is an independent, user-driven organization
designed to help Dynamics CRM users connect with each other and share knowl-
edge, experience and training. You can engage with the CRMUG in a variety of ways,
including live and virtual events, online communities, discussion forums, regional
networking opportunities and numerous training courses. Go to www.crmug.com.

CRM Online Service Team Blog:

Go to https://community.dynamics.com/crm/b/crmonlineservice/default.aspx

The Service Team Blog will provide you:

« Updates when unplanned service interruptions occur (what happened, steps
that fixed the issue, plan to prevent from happening in the future...)

» Insight from Microsoft employees working on the day-to-day operations and
maintenance of the service worldwide

Be Microsoft


http://community.dynamics.com/crm/default.aspx
http://www.crmug.com
https://community.dynamics.com/crm/b/crmonlineservice/default.aspx

CRM Support Team Blog:

Go to http://community.dynamics.com/crm/b/dynamicscrmsupportblog/
archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx

The Support Team Blog will provide you:
« Insight from the best CRM Support Engineers in the world
« Updates on current support issues

« Key “tips-n-tricks” Support uses to resolve common issues

Social Media Sites

You
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http://community.dynamics.com/product/crm/crmtechnical/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx
http://community.dynamics.com/crm/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx
http://community.dynamics.com/crm/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx
http://community.dynamics.com/crm/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog.aspx
https://twitter.com/MSFTDynamics
https://www.facebook.com/msftdynamics
http://www.linkedin.com/company/microsoft-dynamics
http://www.youtube.com/user/msdyncomm

