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CUSTOMER CARE AND ENGAGEMENT — INTERMEDIATE MODULE

GUIDE PURPOSE AND USAGE

GUIDE PURPOSE

To describe and explain ways in which the Silverbear CRM can be used to manage customer
service activities.

PREREQUISITE RECOMMENDED RECOMMENDED
GUIDES/COURSES PRIOR FOLLOW UP
GUIDES/COURSE COURSE(S)
Fundamentals: Fundamentals and
Introductory Module Administration:

Contacts and Intermediate module

Organisations:
Introductory Module

Customer Care and
Engagement:
Intermediate Module

e Please note that the screens and layouts on your Silverbear environment are
dependent on your organisation’s unique configuration and business requirements,
and each individual's access and security settings. Therefore, some of the
screenshots and menu options you see will not exactly match up with those on your
own screens. Your company may also have specific development and customised
usage of certain records and functions (for example, Contact Types), please refer to
your own internal documentation or training where there is a discrepancy

VERSION HISTORY

Version Date Author Change Details
1.0 JUNE 2021 SUSANNAH CREATED
PATRICK

VIDEO CONTENT

Video content coming soon

e Feedback - please email susannah.patrick@silverbear.com
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1. Introduction

e The purpose of this guide is to help you manage customer care and interactions
through your CRM.

e It willinclude:

» Queries and Cases
Queues
The Comms Batch tool
Email Tracking

Email Templates

YV V VYV VYV V

Mail merge for single records

e Your Silverbear CRM and portal configuration is likely to include many automated
communications. Advice on changing or creating automatic emails or other
automated customer care activity is out of the scope of this guide but is
provided on our Blended Development training; please talk to the Silverbear
training team for more details.

e Creating mailing lists for use in bulk communication apps such as Dot Mailer is
covered in the Marketing Module
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2. Cases and Enquiries (Cases)

2.1. Introduction

Cases are used to manage customer requests or issues. For a simple request
such as an enquiry about a payment you may feel that activities (for eample
storying a phone call) meet your needs.

However for anything more complex, Cases are ideal. They allow much more
information to be recorded, are highly customisable and can have built in
workflows guiding your team trhough the essential tasks.

This entity (record type) may be labelled Cases or Cases and Enquiries or similar
in your environment. For the purposes of this guide, they will be referred to as
Cases.

Cases can originate from a client completing a portal form, or from your team
members’ manually creating a record on CRM. If configuration is in place, they
may even be created as a result of a particular inbox being emailed. They are
often used with queues and dashboards to ensure that they are being dealt with
in a timely manner and by the right people.

2.2. Notes on customisation

The Case entity is one which is often customised for Silverbear clients, in
particular through the use of Business Process Flows (the section on the top of
the screen which guides you through steps to take).

Often these Business Process Flows are customised so that they change
depending on certain criteria, in particular the choice of Case Type to ensure
that the correct action is taken to resolve each type of issue.

Because of this, the screens you see in this guide and the steps described may
be different than your Silverbear CRM, however the basic principles should
remain the same.
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2.3. Accessing Cases

e Cases can be accessed from a Contact or Account. Your record may include a
Cases tab, if not they can be accessed by choosing Related and then Cases (this
also may be listed as General Enquires or Cases and Enquiries)

¢ You will then see any Cases connected to this customer, and from here you can
click through the records to view them in more detail, or create new Cases by
clicking on the +New Case and Enquiry option (see below)

iii  Dynamics365 S8 Membership Std - UCI O search

Hswve § SwelClose -+ New [ Desctivate %R Connect | 5 AddtoMarketing List R, Assign O Emailalink [ Delete () Refresh € Check Access B3 Process © GeoCode 1 Share

A\ Portal access wil not be granted if prefirred email address is empty.

2
F
E:
3
E

®
© Recent M Bruce Banner 00000000292 Active Active crmadmin
Member / Contact - SB Cantact Main ontact Ref No. | Membership Status  Status Reason | Owne:
5 Pinned
Summary  Address Information  Notes and Activities  Membership  Professional Information  Preferences  Fundraising  Cart  General Enquiries  Related

My Work —
®  Dashboards B Show Chart t MewCaseand Enquiy (O Refresh o« Flow ~ [ RunRepon O Excel Templates @ Export Cases and Eng... |
B Activities " i 5

Case Associated View earch this view »
Customers Filter on: Active v Incudereiated (@D on
[ Accounts | Case Tite
| A& Members / Contacts )

Anather Case for Susannah Active CAS-01042-GTJ4WS 23/06/2021 07:16
%@ Leads

Contractual Hours Enquiry Active CAS-01039-P4L5GE 17/06/2021 12:04
Case Management
&* Cases and Enquiries

B Queuss

e (Cases canalso be accessed from the Cases and Enquiries menu option - usually
held in the Service or Case & Complaint Management Work Area. As in other
areas of Silverbear, you will be able to change the view, filter, sort and search as
required. Please see the Fundamentals and Administration : Intermediate Guide
for more information on using views

2.4. Creating Cases using the Quick Create form

e Cases can be created by clicking the quick create button (+) on the top bar, or
by choosing the +New Case and Enquiry option when looking at Related-Cases
(or Related — General Enquiries) when viewing a Contact or Account

e Typically, the form will appear as below, although your version may have
customised fields

e Enter the required fields. Some key fields are flagged below

e Press Save & Close
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et A A s AL At kA § P A A = AL L 1 A 1 A i A A A s s 4 e 1 s e

Quick Create: Case and Enquiry %
Case Title —free text — enter something that Case Details 2
identifies the case Customer * R susannah Patrick
Case Title
Subject
Subject — Choose from a drop-down list Case Type
Contact
Associated Contact Susannah Patrick
Case Type — Choose from a drop-down list — Assign to Others* © Q, erm admin
you may have subheadings with further choices £ Parent Case
Incident Type
Other Details
Origin
If your customer is an Account/organisation, oroduct
you can also select the Associated Contact A rees
. . o irst Response By - =
who works at the Organisation/is connected to
o & Resolve
the Account that this case relates to e
Description

i |-

Origin allows you to select the
source of this Case
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2.5. Creating Cases using the full Case form

e Navigate to Cases and Enquiries and press +New Case and Enquiry on the
Command Bar

i1 Dynamics 365

= ¢  [GJshowChat - NewCaseandEnquiry [ Delete | ~ () Refresh 8 RunReport ~ [ Emailalink | ¥ 2 Flow & Excel Templates @) BrporttoBxcel | v @Y Import from Excel
& Home .
Active Cases v W Search this view »p
©® Recent v
V| CaseTitle 1 Case Number Priority Origin Customer
2 Pinned v
Another Case for Susannah 042-G7J4W5 Normal Bruce Banner O arm admin In Progress 23/06/202107:16
My Work
Y Complaint about Decision Normal Abigail Orr O Farook Naji In Progress 15/09/2020 08:05

#  Dashboards

Complaints Procedure © Demo User in Progress 10/08/2020 16:20
Activities 9
Contract Query PreSS +NeW Case and Enqu Iry i O erm admin In Progress 09/07/2021 13:33
Customers Contractual Hours Enquiry ‘ © crm admin In Progress 17/06/2021 12:04
£ Accounts Corporate Membership © Demo User In Progress 10/08/2020 14:56
8 Members /Contacts Delivery dits enquiry CAS-01014-16M2P0 Normal Authors Unite © & adviin In Progress 16/11/2020 12:57
€ Leads
Enquiry About Mentor CAS-01010-G9R3D2 Normal Ablgail Clemons. O crm admin In Progress 27/10/2020 21:21
Case Management Holiday allowance query CAS-01046-12RIK7 Normal Email Susannah Patrick © crm admin In Progress 09/07/2021 16:36
|2 Cases and Enquiries Inappropriate language CAS-01021-85SNOM1 Normal Phone Authors Unite O ¢crm admin In Progress 02/02/2021 11:32
D Queves Membership Query CAS-01017-C3K0X6 Normal Phone Maggie O'Farrell © crm admin In Progress 16/11/2020 14:00
Conduct & Compliance e CAS-01043-HOCER? Normal Alex Mclachlan © crm admin In Progress 23/06/2021 07:48
& Complaints CAS-01037-B3WIH9 Normal AMaker O crm admin In Progress 14/04/2021 13:42
CAS-01018-PSZ9V3 Normal Email Susannah Patrick O cm admin in Progress 20/11/2020 11:59
Business Processes
- Maggie O'farrell O erm admin Researching 16/11/2020 13:12
Z Lead To Opportunity... -
PP Sclect Cases and Enquiries from a Authors Unie © cm admin InProgress 16/11/2020 1313
relevant Work Area Adam Acme © erm admin In Progress 05/08/2020 15:50
] = G 1 K L M N o P Q R s T u v w X Y z

Case & Complaint... & 1+ 26 of 26 {0 selected)
e The full Case form will be displayed

e Enter the key information in the Details section — (please see the Quick Create
form above)

e Press Save and further functionality such as the Timeline will become available

e Atypical layout follows, including some key sections which are normally included
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Use the Timeline to record
interactions and activities carried

out to manage/resolve this case

owercoreer [) RescheCase [} ConesiCase [ AdtoQuee [P QueveitemDewis 8, dssign [0 DoNotDecrementbn. [ Deete () Refesn @ Creckaccess B Process

& @seencos smenfose +New [Swe 4, Crese

@ Home Contract Query Normal  0O/0T/20211333  InProgress | amadmin
e ol et SO el b o
& Piared o O I
Identity {3 Hrs) Research Resaive Review
My Work Summary Case / Enquiry Relationships  Escalation Details  Social Details nd Contract Information Related Products  Notes and Articke  Related
# Dasmbesces
B actvites DETAILS Timeline + v E CUSTOMER DETAILS
Customer * Fl Susannah Patrick O Search tineline CUSTOMER DETAILS
costomers — 2 treranote. "
A accourts B Summeat
- @ 3 Auto-post on Events Queue
B Memoers / Contacts e * Contract Query Contract Cucry wes sdded to Events Ccee by crm sdmin £ Patrick
@ Lo e o 8 compary 8 Shbew
ey
Case Management Status Resson ated by crm admin for Mem ber / Cantact Susannal) B B ema susannah patrick@silvarbear.com =
[P —— o 2 Mosie
s
B Queves £ Business
o . :
contu s compsance The Customer Details section .
& Compsints e . . . Organisation
p— displays key information about the
Business Processes
Product . STATUS DETAILS
2 Lo To Ot customer, these are read-only 415 DETAL
& Pnone To Case Proce... Cwner © A em sdmin
DESCRIPTION
‘Quarying holiday allowance for party time contract , needs advice Due Date
B
APPLICABLE SLA ce
& First Response By

Status

& Resoive By

s |

Service Level Agreement (SLA)

Status Details allows you to
record key dates and events for
this case and to set a priority

Description is a free text
explanation about the Case

info is usually pre-populated if
these have been configured in
your environment
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2.6. The Business Process Flow

The Business Process Flow is the section on the top of the form which takes you
through different stages needed to resolve or complete the case. This is often
configured specifically for Silverbear clients and often different Business Process Flows
are created which are triggered by specific data or events, such as a particular Case
Type being chosen. The purpose of a BPF is to help standardise processes

DETAILS Fina Customer A Susannah Patr + v @ CUSTOMER DETAILS
* U Susannah Patrick

,,,,, B susannah

R Memoers / Cantacts e * Contract Query

CAS-01045- 141307 B siverbear

Case Management Status Reasor o o Case 3ng Enquiry: Created by crm admin for Member / Contact Susannsh Patrick B tma susannah patrick@silverbear com 4

Pay and Benefits

e The Target (red circle) will show the current stage, and each section would
normally include a number of fields to complete, or checks to make

e Press Next Stage to move the process on

e Please note that your organisation may also require you to carry out other work
within the record, it should not be assumed that the process flow contains all
the required activity needed for a Case

2.7. Case/Enquiry Relationships
Cases can be linked to other Cases in three different ways:

e Similar Cases — press +New Connection to select another Case with similarities
to this one. This could be used if a number of different customers are raising
Cases about the same issue. Please note that this section allows you to create
all different types of connections; when searching in the Name field for a similar
case, you may want to change the search to focus on only Cases — click the link
to (number of) types of record to choose just Cases. You will also need a suitable
Role e.g., Related Case
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- © @sme @ SeesCoie | New D ro
b New Connection
© Recent v Connection « Infarmation
2 Povea “ ComnectTo Details
My Work Mame hook for records ) As ths rele
# Dasrboards
B Activites
Desc
Customers.

It may be helpful to click here and
select Cases

Case Mamagement

& Coses and Enquiries

0 Queves

Conduct & Compiance

e Merged Cases: This will show any cases merged into this one. You may have
duplicate cases which you want to merge. This process is carried out by
selecting duplicate cases on a Case view as below, and then pressing Merge. The
next step is to choose the Master Case, any other cases will be merged into that
one. Once finished, those merged in cases will appear in the Merged Case
section on the master Case and they will have the Status of Cancelled

I Appiy Routing Rule

& ssocsle Chi Cases 4 Merpe Cases 2 Eat (i) Delete

= & | B sowcnat

O Recent v

5 Pinec ~

My Work
# Dasnbosres

B actiities
Customers

B accouns

R memos / contacis
€ Less

Case Management

Yy —rm—

0 Queves
Condiuct & Compiance
& Compsints
Susiness Processes

£ Lead To Opportuntty.

£ Pnone To Case Proce..

B coses compait.. &

Active Cases
[ ———

omplaints Procedure

wtract Query
[ comnctsious raey

orporste Memberstip

Caca Mamber
CAS-01042-GTIWS
CAS-01008-G0195

CAS-01005-Y2P9XE
CAS-01045-L413D7
CAS-01039-P4L5GE
CAS-01004-MOMEN
CAS-01014-J6MZPO
CAS-01010-GORID2

CAS-01046-JZRIKT

Nermal

Nermal

Nermal

Nermal

Normal

Nermal

Select Duplicate Cases by putting a

tick next to them and then click

test

test

test

test

test

Test Memper

tre
ﬁ . .
270127 @ seecind)
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CAS-01012-Y71388

CAS-01019-59M2X1

Nermal

Nermal

Nermal

Normal

Nermal
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In Progress
In Pragress
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In Progress
In Pragress
In Progress
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In Progress
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Researching
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e Child Cases — you can create a hierarchy of cases. For example, you might have
a complaint/case from an Organisation and have a series of sub cases or child
cases from their staff. In the Child Case section, you can Add an Existing Case
(one already on your CRM) or create a new one to attach as a child Case

MNormal 23/06/2021 07:16 In Progress crm admin

Pricrity Created On Status Crevner ~
Review l
-
CHILD CASES
Modified O | Zzat 4 Case Title ™
e = === -+ MNew Case and Enguiry
09/07/20: [ Add Existing Case and Eng...
@ " Refresh
Mo data available . ¢, S5
» a1 1
[ Aun Report b
45  Excel Templates >
@ Export Cases and Enguiries | >

See all records

il

2.8. Escalation Details
Typically, this would include an escalation field which when set to yes would show when
this case was escalated. This may have additional functionality such as changing the
owner of the case to a particular user or team, or it may be used in a view — a manager
may have a dashboard showing a list of escalated cases.

Dol 3ot o emberhe S0 ol —

= € B & Save&Close I* Save &Route -+ New @ Save 4, CreateChild Case [ Convertto Work Order [ Resolve Case [} CancelCase [\ Addto Queue [ Queue item Details R, Assign

Wi Home Another Case for Susannah Normal ~ 23/06/202107:16  In Progress  crm admin

© Recent v Case and Enquiry - SB Case

52 Pinned v

Manage Cases

* {
Active for 20 day Identify Resolve (3 Hrs) Review I

My Work
Summary  Case / Enquiry Relationships  Escalation Details ~ Social Details  Articles and Contract Information  Related Products  Notes and Article  Related
¥ Dashboards ——

Activities Parent Case Escalated Yes First Response Sent No

Customers

& Accounts
R Members / Contacts

€ Leads

Case Management
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2.9.Knowledge base articles

e Knowledge base articles allow your customer services teams to quickly access
information which could help them resolve a case, and also gives them resources
which they can email to a client.

e Relevant articles (if in existence and activated on your environment) will usually
appear in the Notes and Articles section — this is often held in its own tab

e Knowledge base article management is usually accessed through the Service
Work Area but it may instead appear in Silverbear Settings or elsewhere.

e Creation and maintenance of these resources is not included in this guide,
however there is comprehensive information on Microsoft help pages, including:
https://docs.microsoft.com/en-us/dynamics365/customer-service/customer-
service-hub-user-guide-knowledge-article

2.10. Managing Cases

e Cases can be assigned to different teams or users. You may have configuration
that automatically routes cases to the correct teams, or cases can be manually
assigned by clicking Assign on the Command Bar, or changing the owner in the
top right of the screen

SB Membership Std - UCI L search

&« B EJ Save & Close I Save & Route = New & save {, Create Child Case E Convert to Work Order D Resolve Case El Cancel Case  [M Add to Queue F‘J Queue Item Details 2, Assign

4 In Progress crm admin
eated On Status Owner

M -

Contract Query

Case and Enquiry - Case -

Choose Assign to direct this case to

a different user or team
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e The priority and status can be changed in the top right-hand corner

Child Case Convert to Work Order [ Resolve Case DK Cancel Case [ Add to Queue F‘ﬂ Queue Item Details &, Assign
Normal 09/07/202113:33 In Progress crm admin
Priority Created On Status Owner
Priority Normal |V ‘
Research Resolve
Articles and Contract Information  Related Products  Notes and Arti 09/07/2021
A Created On
13:33
scalated First R
No Status In Progress
scalated On .
tm Owner * @ R crm admin

e (Cases can also be added to Queues. Please see further sections in this module

for more information on using Queues

e It may be helpful to create views of cases using fields such as Subject, Type,
Priority, Owner and Escalated in order to ensure that the correct teams and team
members are working on the right cases at the right time. These can be added
to dashboards. The example below is an advanced find which will retrieve cases
that are active and were created over 4 weeks ago but have not yet been
escalated— a view similar to this could be used to flag to a manager any cases
which may need to be escalated. More information on Advanced Finds and
creating views can be found in the Fundamentals — Intermediate module

5% Microsoft | Dynamics 365

FILE ADWANCED FIND

crm admin o
Silverbear Consultants Azure gy

Save A 2 = Group AND g
@ m ' _j | save As / [£2 Group =
bt iﬁEditColumns [£2 Growp OR
Query Saved Results New Save Clear Download Fetch
Views [} Edit Properties = Details XML
Show View Query Debug
Look for: | Cases and Enguiries ~ Use Saved View:  Active Cases
v Status Equals Active
v |s Escalated Equals No
v Created On Qlder Than X Weeks 4
v
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2.11. Resolving Cases

e When all the stages necessary to resolve a case have been completed (your
Business Process flow may be set up to guide you through this, or you may also
need to compete fields within the main form) press Resolve Case on the
Command Bar.

e Please note that just working through the Business Process Flow does not
normally complete the resolution process, you will still need to click Resolve
Case

e Alternatively, Cases can be cancelled — click Cancel Case on the Command Bar
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3. Queues

3.1. Introduction

Queues can be thought of as a virtual in tray. They are used to manage and route
work items

They differ from other views or lists because a mixture of different records can
appear in a queue

By default, Cases and Activities are enabled for queues, but your CRM may have
been configured so that other records, for example Individual Applications,
Refunds or Quotes could also be included in queues

Emails to specific inboxes can automatically be routed into a queue

3.2. Accessing Queues

[}

Queues are usually accessed through the Service Work Area — they may appear
on alternative or additional Work Areas

There are several useful views (lists) created as default —click on the drop-down
arrow next to the view name) to see what is available

&« | [ showChart () Refresh %) Email a Link 2 Flow {3 Run Report @ Excel Templates @ Export to Excel @ Import from Excel | B Create view

Active Complaints All Items v earch tt

Active Contacts System Views.

Complaint about ... Items | am working on

Active Cases
2 Pinned
My Work
¥ Dashboards

@] Activities

Customers

v All Items. 2

You may also need to change the filter to select a different queue or change it
to Queues | am a Member Of. Your CRM may be set up so that you can only
access specific queues relevant to your user role
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= & B showchat () Refresh %] Emailalink | ~ 2 Flow ~ (] RunReport ~ @ Excel Templates ~ A ExporttoExcel | ~ B Import from Excel | ~  [Bh Create view

Active Complaints All Items ¥ Search this view »p
Active Contacts
Queues I'm a member of v
Complaint about ... Py
- <orgable2al> Entered Queue | Type v Queue v Worked By
ive Cases
Events Queue
& Pinned 4 Patrons phone calls
My Work Training waiting lists
¥ Dashboards (T
B Activities All Public Queues
Queues I'm a member of
Customers

e Views can be created for individual queues and these can be added to
dashboards. The following selection would create a view for the Events Queue:

Look Up Records

Enter your search criteria.

~ | O Show Only My Records

v

x|

| Name

Events Queue

1-10f1(1selected)

Selected records:
@ Events Queus

3.3. Assigning items to Queues

e If arecord type has been enabled for Queues (Case and Activities are by default
enabled),those records can be added to a queue by clicking Add to Queue on
the Command bar when viewing the record
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_ e _
[i] Delete [ Emailalink A, Assign [} AddtoQueue I ConvertTo ™ :

.~ Mark Complete @ Save & Close () Refresh € Check Access X Close Task  Hd Process

« B Hsae

Normal _/04/202108:00  Open cmadmin

Send out minutes from March committee meeting
Prioriy

Task Task

H Related
Subject *  Send out minutes from March committee meeting

Description
- When viewing a record choose Add
to Queue on the Command Bar

Regarding M Finance Commitee
Duration 30 minutes v

e Next choose the Queue to add the record to

B Events Queve

FL Patrons phone calis

[ Training waiting lists
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e Applicable records can also be added to a queue in groups by selecting them
on a view and choosing Add to Queue on the Command Bar

) Search

= & [BlshowChat g2 Edit [ Delete | ~ o/ MarkComplete X Cancel [ SetRegarding A, Assign [ Emailalink | ~ | B\ AddtoQueve 2 Flow ~ [l RunReport -
@t Home P
All Activities ~ ¥ | Search this view y-]
© Recent ~
Due Activity Type
£ Pinned v
Al ‘ ‘ Phone Call, Task
My Work v | subject Regarding Activity Type Activity Stat 1t Date e Date 1 Primary Email (Ow
% Dashboard
el Membership renewal enquiry Susannah Patrick Phone Call Completed © crm admin Normal crm.admin@beardem
J B Activities
Autumn conference block booking Silverbear Phone Call Open @ crm admin MNormal crm.admin@beardem
Customers Customer needs to change event & Susannah Patrick Task Completed @ crm admin High crm.admin@beardem
A Accounts + Follow up I have not died Phone Call Completed O crm admin Normal - am.admin@beardem
A Members / Contac ¥ membership benefits membership benefits  Phone Call Completed O crm admin Normal — crm.admin@beardem
@ Leads )
V¥ Corporate Membership Corporate Membership Phone Call Completed O Demo User Normal demo.user@beardem
Purchases ¥ Student membership Student membership  Phone Call Completed O erm admin Normal crm.admin@beardem
&, Membership Chartered membership Chartered membership Phone Call Completed © erm admin Normal crm.admin@beardem
€] Subscriptions Audio book purchase lan McEwan Phone Call Open @ crm admin Normal crm.admin@beardem
B Purchased Product:
L) Gl Rt Policy query clarification Policy Phone Call Completed © cm admin Normal crm.admin@beardem
Finance Membership Query Membership Query Phone Call Completed @ crm admin Normal crm.admin@beardem
B invoices test Phone Call Completed @ crm admin Normal am.admin@beardem
= Payment Methods Membership Phone Call Open O crm admin Normal erm.admin@beardem
Renewals Membership enqiry Membership enairy  Phone Call Completed O crm admin Normal erm.admin@beardem
Al - & ] & o 3 £ G H Il (3 L M N o [ a R s T u v w X v z

n Membership/Sub... 1-32 of 32 {4 selected)

3.4. Handling work items from a Queue

e Users can Pick items from the queue to work on.
e The user can choose whether to remove the item from the queue.

e If they do not choose that option this the item will remain in the queue system
but their name will appear in the Worked By column.

Pick

You have selected 1 item

The items will be assigned to you to work on.
Also remove the

item(s) from the No

Queue

e Picked items will appear in their Items | am Working On view — as long as they
have not been removed from the queue

e Items can be released by a user, tick next to the item and press Release. The
Worked By field will be cleared so that it can be Picked by another person
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Release Queue ltem

Do you want to release the selected item?

The Item(s) will be assigned back to Queue owner for other
members to pick up

e Completed items (e.g., a resolved Case) will be removed from the queue, so that
it only shows active work

3.5. Queue configuration and customisations

e Queues are normally created by Systems Administrators or Silverbear team
members

¢ Queues can be created by clicking +New Queue when searching for a Queue to
add a record to

Add to Queue

raining waiting lists

T New Queue

e Queues can either be Public (visible to all) or Private. Users can be individually
added to Private queues

e A Queue can be linked to a mailbox so that emails to that inbox are
automatically held in that queue

e Configuration can be in place to automatically route certain records into a
queue, please check with your Systems Administrator in the first instance to
check if this is in place.
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Systems Administrators may wish to refer to the Microsoft guidance on queues
and case management https://docs.microsoft.com/en-
us/learn/modules/using-dynamics-365-queues-to-manage-case-workloads/

4. The Comms Batch Tool

4. Introduction

The Comms (Communications) Batch tool is an app that runs on a virtual
machine or servers. It connects to your CRM and is used to send or produce
communications which have been created in, but not sent by, the CRM

The most common use for this is to send printed letters for circumstances where
you can't or do not want to use email communication, e.g., when the customer
record does not include an email address

Typically, the Comms Batch is used for Direct Debit and Renewal
communications, but you may use it for other letters

Comms Batch configuration and letter and email template creation will have
been put in place by your Silverbear consultants

4.2. Checking if communications need to be sent

Change the Work Area to Silverbear Integration and choose Comms Batches

A Comms Batch will hold all the unsent communications for a particular
communication type e.g., Direct Debit Setup Confirmation and that batch is
added to as new items are created.

If you have not used the tool to send communications (covered in the following
sections) you may have a batch that includes lots of communications over a
period of time. When the tool is used to send them out, that batch is closed.

A new batch will be created as soon as some unsent communications of that
type are created in the CRM

You may want to create Comms Batch views for particular types of
communications and add those to dashboards, such as in the view below
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i Dynamics 365

Client Training Advanced filters *

« [ sh wart Ne I (D Refresh [ Email a Link

Active DD Comms Batches ~

7 [ stats

‘ | Equals Active

v
i mr
O | ano 2
DD Confirmatior
O I Comm Type J | Contains J Iad
)D Rejection - Refe
oD + Add
Dire it Instru
-+ Add
oh 1
Order Baske!
Ir
Communications
s
-
B integ
=
n Silverbear Integra... 2

e When you open a batch you can view the different communications that are
included. If you have both email and letter communications they will be shown
in each corresponding section

— L TS W 2 )
@ €| @ Wsme @ swe&Close + New [3Oectvste [ Delete (O Refresh @ CheckAccess R, Assign 1 Shre OO Emailalink 3 Flow ~ &) Word Templates ~  (d Run Report
S DD Confirmation - Comms Batch as of - 08/04/20
© Recent Comms Batd

DD Confirmation
Active DD Comm,
Active Comms Ba
Active Comms Ba
DD instruction N
Ditect Debit Instr
Susannah Patrick
Comms Batch for
Order Basket Con.
Inactive Comms .
% Pnned
Communications

Comms Batches

Finance Integration

Integration Custo.
Integration Invoic
Integration Invoi.
Integration Invoic

Integration Invoic.

LI B LA T

Integration Nomi.

R integration Stock

Gateway Insight
Integration

B Goteway ntogeat

B sivorboar integea... ©

General  Related

Name DO Confirmation - Comms Batch as of - 08/04/20

Open

A Membership

Molly Casey

Molly Casey

R Silverbear Cart

DD Confirmation

Outgoing Normal
Outgoing Nomal
Outgoing Normal

Outgoing Normal

Normal Draft
Normal Draft
000000000¢ Normal Draft

0000000011 Normal Draft

Comms Batch Eftective D.

mal @ Add Existing E-mail

W Save

4.3. Accessing the Comms Batch Tool

e When you need to create/send these communications, access the Comms
Batch tool
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e This tool is accessible through the same method as your Direct Debit and Bulk
renewal tools. Your Systems Administrator should be aware of the user access
arrangements for these applications

e The shortcut should look like this:

o=

e Once open you may need to launch the connection to your CRM in the bottom
right of the tool and enter your CRM user credentials

e If you are testing or training on this tool, please make sure you choose Test Mode
— this will produce letters but will not update the CRM to show they have been
created

e Choose your Business Organisation (your Company)

e Choose the batch that you want to produce letters for, in this example we are
creating letters for Direct Debit instructions

TEST MODE - Silverbear Comms Batch Processing - TEST MODE

File Help
Test Mode Test Mode: ENABLED

Business Organisation Membership

Comms Batches DD Instruction Notification - Comms Batch as of - 10/08/20

Comms Batch for Renewal Period Starting - 1110 end of that month
Comms Batch for Renewal Period Starting -

Comms Batch for Renewal Period Starting -

Comms Batch for Renewal Period Starting - 10.

Comms Batch for Renewal Period Starting -

Comms Batch for Renewal Period Starting -

Total Activities Comms Batch for Renewal Period Starting

Comms Batch for Renewal Period Starting - 2 1to end of that month
Comms Batch for Renewal Period Starting - 2 1to end of that month
Comms Batch for Renewal Period Starting - 3 1 1to end of that month
Comms Batch for Renewal Period Starting - 3/1/2022 1to end of that month
Comms Batch for Renewal Period Starting

Comms Batch for Renewal Period Starting

Comms Batch for Renewal Period Startin:

Comms Batch for Renewal Period Starting - 5 1 1to end of that month
Comms Batch for Renewal Period Starting - 5/1/2021 1to end of that month
P Comms Batch for Renewal Period Starting - 5 1 1to end of that month
Connected to 'Siverbear CqComms Batch for Renewal Period Starting - 5.

Comms Batch for Renewal Period Starting -

Comms Batch for Renewal Period Starting

Comms Batch for Renewal Period Starting -

Comms Types

Comms Batch for Renewal Period Starting - 8
Comms Batch for Renewal Period Starting
Comms Batch for Renewal Period Starting -
Comms Batch for Renewal Period Starting -
DD Collection Rejection (Refer to Payer)

DD Confimation - Comms Batch as of - 0
ion Notification -

Order Basket Confirmation - Comms Batch as of - 08/04/20

e Press Fetch Records to see a total of letters to be created
e Press Generate Letters
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e A PDF containing the letters to despatch will be stored in a pre-set folder on the
virtual machine, you should be able to access this file and store on your
server/local machine and then print the letters

e If you have not used this tool before, you may need to check where that pdf file
is located. Click on the Help tab and select Show Configuration:

| Show Configuration

m Show Log Files

Busing About...

Comms Batches IOrdwaﬁm&im-Conwqumasd-H/M/lG

(Al

Processing Activity 8 of 8 To Process: 8

Failed Processing Of Activity 7

& Connected to 'customersandboxcrm silver-bear.info (CustomerSandboxCRM)" =

e You will need to scroll down to find the information on where the reports are
stored

Mexed Batches Allowed? - TRUE
PDF Letters Attached to CRM Activity - TRUE

<!-Integration Setting—>
<add key="CRM.Plugin.CommsBatchManagement" value="100000040" />

<!-The Folder Where Letter Activity Files are stored if not attached in CRM->
<add key="LetterActivityDirectory” value="C:\Siverbear'Letter_Activity_Files\" />

<!-The maximum number of files stored in each folder on the network share->
<add key="MaxFilesPerNetworkFolder” value="10" />

<|-Letter Activity Statuses—>
<add key="LetterStateCompleted” value="1" />
<add key="LetterStatusSent" value="4" />

<!-Comms Batch Statuses->

<add key="CommsBatchinactive” value="1" />

<add key="CommsBatchClosed" value="2" />

<add key="CommsBatchLocked" value="100000000" />

<I-Comms Type Values—>
<add key="Comm TypeDDConfimation" value="100000006" />
</app Settings>

<dogénet>

<appender name="LogFile Appender” type="log4net.Appender.Rolling
<naram name="File" vahie="Silverhear"nmmsRatchPmeessarTaal lna" />
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4.4.Changes in CRM

e Once the process is completed by the Tool, in CRM the Batch will be appear in
the Inactive Comms Batch view. The Batch will be in an inactive status and a
status reason as closed.

e The Processed Date will be populated with the date you processed the Batch in
the Comms Batch Tool

e The interactions should appear on the timeline for the relevant records (e.g., the
Contact Timeline)
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5. Outlook email tracking into Dynamics

5.1. Overview

If you use Outlook the emails that you send and receive can be tracked (copied
into) the related records (e.g., a Contact record) in Dynamics. This allows you to
maintain a true picture of communications without extra work. This needs to be
configured so please check with your Systems Administrator if unsure if you
have this facility.

Email tracking can be automatic (all emails get tracked into the Silverbear CRM
and new contact records are created automatically if the email correspondent
does not exist) or it can be manual, giving you control over what goes into the
e.g., CRM. The latter is more common.

Emails can be found in timelines

More information on Outlook tracking into dynamics can be found on Microsoft
help pages, for example https://docs.microsoft.com/en-
us/dynamics365/outlook-app/user/basic-navigation
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T

6. Email templates

6.1. Overview

Standard emails can be created in your CRM allowing you to save time by using
a template rather than manually typing content

Email templates can be combined with automation, meaning that those emails
are sent out automatically when certain requirements are met — for example an
email template could be used to welcome a new member to your organisation,
and this could be sent out as soon as that membership record is created

Your Silverbear consultancy team are likely to have created some email
templates and used automation. Emails created through this process will appear
in timelines

This section explains how to edit existing templates or create new email
templates which can be used with individual communications. Automation is
out of scope for this module. Systems administrators interested in creating
automated emails may want to contact Silverbear regarding our Blended
Development training

6.2. Accessing templates

To view templates, you will need to access the Advanced Settings. Click on the
gear/cog symbol on the top right of the screen and choose Advanced Settings

e 0 s & sweaciose + new [3owcivate [ Delee ) Refresh € checkaccess A, Amign 14 shwe 0 Emallauink B aw @ Run Repo

" DD Confirmation - Comms Batch as of - 08/04/20
Comms Batch

General  Related

DO Confirmation - Comms Batch as of - 08/04/20 Owner © O A Siverbesr Cart

open Processed Date

a N Comm Type DD Confirmation

The navigation of this area of Silverbear is different to the standard UCI
navigation; you no longer have a left hand menu and your navigation is carried
out using the top bar

Click the downwards arrow next to Settings and choose Templates
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Click the drop-down arrow next to
system Settings

Business Customization

m Business Manageme. m Customizations figuration
- Templates Solutions E Activity Feeds Conti
n Product Catalog P} Microsaft AppSource = beecii Rules

Service Management
Mobile Offine

Sy Eror

Choose Templates

e Select the Email Templates option

e Existing templates will be listed. Please note that many of these may be actively
used in workflows and therefore no changes should be made without checking
with your Systems Administrator or Silverbear, however you can set up new
templates

e Press New

@ oo o csion i — O 2321, Patsn i yor s o Unid e, | Migete o x

Email Templates Search for records I}
[@oen] B X | G funwerdon. [F] stanDisiog | MoreAxtoms =

| Template Type

| ReplyRat_ | OpenRat_ | Sent email count | Recommended| A ]
Aecount Raconnect A ngiish(1033) No

Bulk Defetion Task Completed With Failure Temp.. System Job

Bulk Defetion Task Completion Template System Job
System Job
Case and Enquiry

Case and Enquiry

Case and Enquiry tion Engiizh(1033) No
English(1033) No

Engiish(1033) No

No

Direct Debit Contract otification Template Member / Contact  Organization Engish{1033) No

e Choose the record type which you want to work with — the record type that you
will create the email from. The fields from this record type (entity) will be
available as merge fields (dynamic text) when you create your content. Related
entity fields may also be available. In this example we are creating a template
that can be used with a Case record
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e Choose a Name for your template (so that you can easily identify it when
choosing templates)

e Set the Permission level. Organisation templates can be used by everyone,
Individual templates can only be used by you

Lo I )
= &  Wsave & Save&Close + New | @ Delete () Refresh @ CheckAccess | Attachfile o> insert dynamic text A, Assign  ©#* Share ) Emailalink 2 Flow &1 Word Templates 0 Run Report
(@ =2 Case - more information needed cm admin
@ Racent v Emal Template - Template Owner -
£ pinned ' Template Related
My Work
Details
# Dashboards
Name " Case - more information nesded

wwwwwwww

[ Accounts

A Members / Contacts

@ Leak

s Permission level will determine if
& Membershi - o . .
' just you or your entire Organisation

Enter a Name (this will be viewed can use this template

internally, it doesn’t appear in the

completed email)

& P Opportunities

B PM Opportunity Batc...

Business Processes

£ Lead To Opportunity...

MembershiprSub. S Gr x|

e Next enter a Subject (this will appear in the Subject line on the recipient’s email)
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_ —

Start building your content. Basic text editing functions are available, and you
can paste content in from other sources

Press Insert Dynamic Content on the Command Bar to add in merge fields from
selected records. Choose the Record Type then the Field Name and press Insert
Dynamic Text

4 New | v [0 Delete (D Refresh @ CheckAccess | Attachfile <> Insertcynamictest R, Assign £ Share [ Emailalink 2 Flow & wWord Templates Run Report

ation needed

Press Insert Dynamic Text

Choose the Record Type and then
the Field Name from that record to
Insert

Press Insert

Continue building your content with a mixture of standard text and dynamic text,
you can mix and match fields from the different records. You may find it helpful
to have examples of those records open on separate tabs so that you can check
field names

Press Save and Close

To test your template, go to a record of the type you created this template for
(in this example a Case)

Open a Case (if you already have a Case open you may need to refresh your

screen)In the Timeline section click the + button then Email

Press Insert Template on the Command Bar

With this particular record type, change the Field Name to Regarding, as we are
contacting someone about a Case. That will allow us to choose our Case email
template
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e Choose your template from the list. A preview will appear. Press Apply Template
e The email editor will appear; you can add to and edit this emaill
e Press Send on the Command Bar to send the emaill

e The Email will then be marked as closed and stored in the Timeline for that case
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/. Word Templates

7.1. Introduction

Dynamics allows you to create your own Word Templates so that you can have
standard communications such a membership cancellation confirmation letter, or a
case escalation letter which can be produced from CRM, and will include merged in
information from relevant records. Please note that these will be available to use
against individual records. They can be posted or attached to emails.

Once set up, this can save time and standardise communications.

Before starting we recommend you have an existing letter that you would like to
replicate and have looked at the CRM to see which records (entities) the particular
information is held in.

There are a few steps to create the Template letters

e Once you have identified the record type and the related record types (by going
into the first record and clicking Related and looking at the options) that hold
the information you need, navigate to that initial record type and download an
empty Word Template

e Use the Developer tools to create a new letter which will contain mail merge
fields from that first record type and up to two related records. This letter will
also contain text that you write yourself, e.g., information about the management
of the case. Save that template to your own computer files

e Upload that template to Silverbear.

e It now then stored on the CRM from that point you will be able to run that
template against a record to produce an editable letter to send to the client

e Templates can be shared across your Organisation

7.2. Step 1- Download a MS Word template

e First do some investigation — consider the contents of the letter you want to
write and compare that to your CRM. Then navigate to a list of the types of
record that you will work with. The most likely ones are Contacts, Accounts,
Invoices, Memberships, Cases as these hold a lot of information and have very
useful records connected to them (related entities). For the following example
purposes we are building the framework of a letter that could be used to confirm
a cancelled membership and for this we need fields from the Contact record
and the Membership record
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e Once you can see the correct type of list (view) — in this case Memberships -
click once to select any record in the list view (ensuring not to click into the
record, but simply select it using the small check box to the left-hand side of
the list)

e On the Command Bar, click the arrow next to Word Template and choose
Download Template. If you cannot see Word Template you may need to click on
the ellipses (three dots) to access it

= & | [@showchat 2 Edit [ Actvate [B Deactivate [@ Delete | o0 Emailalink | v B Flow @ runreport ~ 48 WordTemplates ~ @ Export Selected Records [ Create view
@Home Active Membership + Create Word Template V| Search this view 2
@ Recent v 7 Upload Template
P . | Membersh Membership Name T Contact Organisation ' | Start Date Exgiry Date Status Ress. ) Created On | Carparste/family Membership Carporate/Famiy Membersh Previous
. MEM-000... Chartered Membership Jane Doe 12/07/2021  1207/2022  Active | personal Word Templates 15/07/2021 1.,
. Standard Membership Toreo Cabrera. — 15/07/2021  14/07/2022  Active na»* B View All My Templates - - —
# Dashboards
B aa Standard Membership Farook Naji 13077201 15/03/2022  Active SandadMem  £23760 No Student
Cairo Patrick -~ 24/06/2022  23/06/2023  Pending Standard Mem £31680 No Standarc
Customers.
Indiana Patrick. - 13/07/2021  12/07/2022  Active Standard Mem £31680 No
@ Accounts

.. Employee Membership 04/09/2020  03/09/2021  Active £0.00 No

Emplayee Membership

Corporate Membership

o Student Membership 23/06/2021  22/06/2022  Active Student Memb  £15840 No

.. Student Membership By g06/2021  15/06/2022 £158.40

o Employee Membership

.. Employee Membership

Next put a tick next to one of
them (do not click into the
record)

000, Employee Membership

Then click Word Templates and

.. Employee Membership

Download Template

Go to the relevant Work Area and

Menu option to access a ||St Neil IFOA Test.. --- 10/06/2021  08/06/2022 Full Membersh  £144,00 10/06/2021 1... -

. Cairo patrick - 03/09/2021 020972022 Pending - 000 No No 09/06/2021 1. Corporate Membership Employes Membership
(V|eW) of the type of record you Cairo patrick - 03/05/2020 02092021 Active 000 No No 09/06/2021 1. Corporate Membership Employes Membership
want to WOI’k Wlth Cairo Patrick -~ 20/04/2021  20/04/2022  Active £000 No No 09/06/2021 1...  Corporate Membership Employes Membership

Neil oA Test, - 09/06/2021 _ 0B/DE/2022__ Active Comorateer __£10000_No N pmerm -
o A . ¢ ® € ’ c x L M N o [ a 2 s T w z
Bl vembershiprsub... & 1 ssaer 156 1 ey
°

e The Download Template pop up will appear, here you can select the types of
records which hold the information which you need to appear in your letter.
Please note that not every record type will be available, the choice is determined
by the way the data is structured in your Silverbear CRM

e The Entity in the top section will be the record type that you started with. You
would normally leave this as it is

e Next choose the entities for the other fields. Click on the downwards arrow next
to each one to find the record types that you identified in your research as being
useful and connected to record type that you started with. In the example of a
membership cancellation confirmation letter, we have chosen the options below:
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Download file to create a template

Create word template from Dynamics 365 data by downloading word file

Entity

IMembership

1:N Relationship

Select related entity records associated with single record of this entity

Select entities which are related to many records of another entity

N:1 Relationship

Select or search options

Member / Contact (sb_contact_sh_membershig) >

Many records of this entity are related t

N:N Relationship

O select all

[ Invoice (st invoice_si_membershig)

Member / Contact (sb_contact sb membershig)

Membership (sb_derivedirommembership_sb_membershig)

Once finished press the blue

Download button

Wembership (so_membershio_sb_corporatemembership)

Choose the additional record
types (related entities) that also
hold data that you may want to
include in your letter. If your first
entity holds all the data you will
not need to do this

A blank MS Word document will now open. If necessary, click on any Enable
Editing flags that appear at the top of the MS Word window.

If required add headers, footers, logos etc to the Word document. Select the
font and font size you want to use or copy pre-prepared content from an

existing document

For the next steps you will need to use a command which appears in the Developer
Tab in Word

Pt

Fle  Home Insert Draw  Design

B

= < Farmat Painter
Copboard £} Font

Layout  Rel

ooty |1 oA A Aa~ | Ao |

BIiUuvaxx Av2-A- B===

7 ol | 7o 39 o Tile

aanhCi aasbCel AQB asebcer aosboeo AcsbCen acBbCco. ASBBCLDN AGBOCCDI AGEBCID AABECCDE |
Subiitle  SubtleEm.. Emphass  Intense

1 Share 2 Comments

4| &

Dictate | Editor

P -
& Replece
b Sdect~

Swong  Quote  Iensel. SubtieRel.. =

5l rating voice | Eaitor -~

Check if you have a Developer

tab

If you already have the Developer Tab enabled, you can move to the section “Use the
Developer tools to create a new letter” If you do not have the Developer Tab then
continue this section

Right click anywhere over the MS Word ribbon, and select Customize the Ribbon
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Fle  Home st Draw  Design  layoit  References Malings  Review  View Hep O search (G share | O .Comments
ey - - - e =~ OFed - Ab
[ Caliori (Bady) B S T T % E-iEr = E E 4 9 naBoceDe| Asbede AaBLCH AstbCl A assbcer aomeen | | b l!‘ B
e THermal | THs Spac.. Hesdingl  Hesding2  Title Subtitle  Subtle Em.. 5t Reploce Dictate. o
- & Formet Painter 1 Select = N h
Add Group to CQuick Access Toolbar &
s 5l ey wir gl
amsne €D H 9
T ETETT o o

Customize Quick Access Toolbar...
Show Quick Access Toolbar Above the Ribbon
Customnize the Ribbon...

Collapse the Ribbon

e On the window which appears, tick the Developer option which appears on the
right-hand side of the list and then click on OK to accept the change:

Word Options ? X
G | h .
enere E‘E'] Customize the Ribbon and keyboard shortcuts,
Display
Brou Choose commands from: &) Customize the Ribbon: &
rooting | Popular Commands - ‘ Main Tabs "
Save
Language Accept Revision [~ [ Background Remaval [+]
Add Table 4 aFH
Ease of Access = Align Left ome
= Bullets » Clipboard
Advanced = Center Font —
o ; Paragraph
= #- Change List Level L4 grap
Customize Ribbon & Copy Styles
Quick Access Toolbar n& Cut Editing
Define hew Number Format... Hl Voice
Add-ins Delete MNew Group (Custom)
E4 Draw Table L B Insert
Trust Center [=] Draw Vertical Text Box ad A Draw E
A Email S [ [ Design
g Find << Remove [ Layout El
5 Fit to Window Width [ Ref
cont erences
A Font Color 4 B M Mailings
A\, Font Settings M Review
Font Size B view

i Developer
A Add-ins

A Help

Click the Developer Option

‘ Mew Tab | | New Group | | Rename... ‘

and preSS OK : Customizations: 'C?Z'

=

[~]
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7.3. Step 2: Use the Developer tools to create a new letter

e In the document you downloaded, press the Developer’s tab and click on the
XML Mapping Pane button:

Click the XMS Mapping Pan

L Display ettings ) Forus B E - ] < 10

e This will open a panel on the right-hand side of the window. Use the drop-down
list and select the Custom Map which matches your CRM data. (As a guide, this

will typically start with the words urn:microsoft-crm and end with the entity that
your data is coming from

XML Mapping v

Custom XML Part:

| http://schemas.openxmiformats.org/package/2008/...

http://schemas.openxmliformats.org/package/2006/metadata/core-properties
http://schemas.openxmliformats.org/officeDocument/2006/ extended-properties
http://schemas.microsoft.com/office/2006/ coverPageProps

urn:microsoft-crm/document-template/sb_membership/ 10400/
(Add new part...)

title
category
contentStatus

e The fields which exist within the entity you have shared with the MS Word
Template will now be available for use. You may need to click on the small
arrowhead next to the entity name to expand the list.

e If you have used more than one entity then the related ones will be at the bottom
of the list and you can click to expand them. At this point it might be helpful to
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access records on the Silverbear CRM to find out the names of the fields you are
interested in using and check which record type they come from

Some fields (usually locked ones) that appear on some forms are actually held
on different records. It may take a little time to piece together where everything
comes from that you need for your letter and the names in the list on the
mapping pane are not always the display names of the field

One way of finding the correct names to use is by using the Advanced Find
function in CRM. When you are adding columns to an advanced find you are
presented with a box of display names and beside it is the names of the fields
as they will be displayed in the XML mapping pane. You can use this for
reference

XML Mapping

Custom XML Pare:

The fields from the main entity
are shown first, scroll down to
see the related entities

The next stage is to create your letter using a mixture of text and merge fields.
For the standard text simply type and edit as normal

When you need to insert data from the CRM, find the relevant field name in the
XML mapping panel on your right. In the example below | want to put in the
Contact’s Full Name. (I have already used merge fields for the name, address and
start and finish time of the appointment). Once you have found the correct field
right click on it and press Insert Custom Control, and then Plain Text
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XML Mapping v

Custorn XML Part:

| urn:microsoft-crm/document-template/sb_member... =

donotsendmm
educationcode
emailaddress1
emailaddress2
emailaddress3
employeeid
entityimage
entityimage_timestamp
entityimage_url
entityimageid
exchangerate
externaluseridentifier
familystatuscode

fax

firstname

followemail

ftpsiteurl
Rich Text Insert Content Control 3
Plain Text Map to Selected Content Control

sschildrencode

Picture

amel H H H
Checkbox portsequencenumber nght click on yetelf chosen fleld'
Combo Box R then select Import Custom Control
Dropdown List ba.ckofﬂcecustomer then Plain TeXt

orivate
Date Picker biitle

[ lastname

lastonholdtime
lastusedincampaign
leadsourcecode
managername
managerphone
marketingonly
mastercontactiddsc
mastercontactidname
mastercontactidyominame
masterid

merged

middlename
maobileohone

The merge field will be added to your document.

Continue creating your document and repeat the same process for all the data
you need to have in your letter. To easily see which merge fields you are using,
you can click on the Design Mode button on the Developer Tab on the ribbon.
This displays the content control fields making them easier to see:
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Membership Cancellation Confirmation - Word

ences Mailings Review View Developer Help Q Tell me what you want to do

SECERL - = B
X

B B D &[] Properties

_ Restrict | Document
-ins =i~

< Editing
Controls Mapping Protect

Template

Design mode gives you a clear

view of the merge fields you
have used

sh_title fullname

sb_preferredmembershipaddressstreet1
sb_preferredmembershipaddressstreet2

sb_preferredeventaddressstreet3

sh_preferredeventaddresspostalcode

Dear salutation

Thank you for contacting us about your membership.

As reguested your sb_productidname ' membership has now been cancelled. The last date of your
membership was sh_expirydate | .

We would love to welcome you as a member again in the future, please contact our membership service
team on 01483 0000000 to find out about our re-joining‘optinns.

With best wishes

e When you have finished, Save the completed document somewhere on your
computer. The next step will be to upload it to the CRM for use when you need
to produce a letter

7.4. Step 3: Upload the MS Word template letter into your Silverbear CRM

¢ Now that the MS Word Template has been created, you need to upload it ready
to use in the CRM when required

e Repeat the initial steps used to download the Template. Navigate to the set of
data that you will use to generate the MS Word Template, in this case the
Membership view. Click once to select any record in the list view (ensuring not
to click into the record, but simply select it using the small check box to the left-
hand side of the list)

e On the Command Bar, click on Word Templates, and Upload Word Document

= & | @showchan & tdt [ Actvate [ Deactivate [ Delete 2 Emaila Link | 2 Fiow [ Run Report & Word Templates @ Export Selected Records 5. Create view
@ Home Active Membership ~ Create Word Template V| Search this vie »
@ Recent ~ F Upload Template
PR o | ] e dembershia Name Ovganisation v | StartDste | Exsiy Dite | Status Ress 4 L Download Template
e v MEM-000.. Chartered Membership lneDoe - 12077201 12/07/2022  Active J Word Templates o 15072021 1., =
i MEM.000...  Standard M Toreo Cabrera, - 15/07/2021 141072022 Active View A My Termplaizs s 15/07/2021 1...
# Dashboards
B acivides MEM-000...  sta Farook Naj 13/07/2021  15/03/2022  Active £23760 Mo Mo 13/07/2021 1... Student
MEM-000... Cairo Patrick 24/06/2022  23/06/2023  Pending £31680 No No 13/07/20211... Standarc
Customers
MEM-000...  Standard Membership ndiana Patrick. -+ 13/07/2021  12/07/2022  Active £31680 No No 13/07/2021 1...
B Accounts
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e Click Choose File to find the MS Word template you have previously saved. When
the file has been successfully attached (you will see the document name appear
in the upload window), click on the Upload button:

Select file to upload as 2 tamplate

FileName Aopainime. etter v3d

Supported FileTypes: doox

7.5. Step 4: Use the template

e Now that you have uploaded the document you can use it to create
standardised letters

e Select the record or open the record that you would like to use with the MS Word
template, in this case a membership that has recently been cancelled

e On the Command Bar, select Word Templates. Your personal template will
appear here in the Personal Word Templates Category. If you cannot see the
template you may need to refresh your browser or it could be that you are in the
wrong record type

03/09/2020 14:26 disdsfds Company Affiliates  Peter Pan 2:30 oint Membership - Pri 03/09/2020

03/09/2020 1426 Wendy Darling 30 oint Membership - Se

2
[ Membership Cancellation .. |z

v Standard Membership 24/06/2021 1047 b No Benefit from .. Cairo Patrick 26 - - ‘Standard Membership. 24/06/2021

18/02/2021 14:25 Thought was gett... Mo Benefit from ...  Craig Mclachian ‘crm admin 13/07/2021 1549 - Student Membership  18/02/2021

e The document will now be created. Normally it will appear in the bottom of your
screen as a downloaded file and you can click on it to open it

e The letter will now be populated with the data from the record you selected.
You can edit and update this letter before printing/saving it
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u need to edit, t's safer to stay in Protected View. Enable Editing

pr cairo patrick
3 Crane Cellars

The Quay

EX2 4AN

Dear Dr Patrick
Thank you for contacting us about your membership.

As requested your Standard Membership membership has now been cancelled. The last date of your
membership was 15/07/2021.

We would lowe to welcome you as a member again in the future, please contact our membership service
team on 01483 0000000 to find out about our re-joining options.

With best wishes

Susannah Patrick

Membership Manager

% i

e Please note that this letter will not be automatically stored in the Timeline for
the Contact; you will need to add it as a note and attachment

Dynamics 365 | SB Membership Std - UC ot —

sheting st R, Assign [ Emsilalink  [3 Oelete () Rehesh 9 GeoCode 1# Share % Follow 2 Flow
@ Home N .
Lo Cairo Patrick 00000000156 Active Active cm admin
D Recent Member / Contact - S8 Contact Main st e e = e
2 Pinned Summary  Address Information Notes and Activities Information fe Y aising  Cart  Related
My Work
Timeline Y=

£ Dashboards

P Activities

Create a note
Membs anceliat
Customers
g Font -
& Membersnio Carce n 4 X
Finance e £7 €-mall from Silverbear Cart
Basket Confirmation CRM:0013100
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7.6. Step 5: Make the template available to all users

The steps outlined above have created a Personal MS Word Template which
means that only you will see the template and be able to use it. If you would like
to make the template available globally to all users within CRM it needs to be
uploaded to the global templates list

Click the gear symbol on the top left of the Menu Bar and choose Advanced
Settings. This will open up a new tab, (when you have finished you can close this
tab to go back to your normal interface)

Click on the drop-down arrow next to Settings and choose Templates

& Dynamics 365  Settings 3 lanagement

Business

| [ IR .|
Templates Solutions m Security

Process Center Application

Customization System

B processes Apps

B‘Q £

i

Activity Feeds Confl S

B rroce coaes Pl yecosort appsource [T oo wanagemert [ ety e ruses When the new tab opens up,
Sewi(eManagemen\ Plugr . Systemjcbs [ Oymamics 365 app £. click the drop down next to

Mobile Offline Solutions History
Sync Error

i Sites.

Currencies
4e | Addnew curmencies or change the sxchangs rates for existing curre

Sment Manage... Sales Insights Settings

Subjects
Lﬁ 158 Ry o s s s 30 e

Connection Roles
Creste. ecit and delete the standard [sbels used to define connections betwesn recorss.

Then choose Templates

Rollup Queries

¥\ Automatic Record Creation and Update Rules I
2 — B BUE e oo smsassgustasss

[ petes You csn

m Linkedin Sales Navigator
Select Document Templates

atic record creation and

Create and manage rules for a

On the Command Bar, click on the Upload Template button

Dynamics 365 Settings « | Templates

o Automatic record creation and update rules and service level agreements in legacy web client are deprecated and will be shut down in October 2021. Please migrate your items to Unified Interface. Migrate Mow

4 NEw  [2 UPLOAD TEMPLATE lll DELETE | = o FLOW = [ CUSTOMIZE ENTITY  £F SYSTEM VIEWS

+ Available Templates View v

Find and select the file for the template you made earlier (the one that you
entered the merge fields onto and uploaded)

Press Upload, then Save & Close and now all users will be able to access this
template
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