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Microsoft Dynamics 365

e Introduction
e Dynamics 365 Modules
e Customers (Account — Contact)
e Hierarchal Customers
e Activity Management
e Connections
e Manage Marketing Lists (Dynamic-Static)
e Manage Quick Campaigns
e Manage Campaigns
- Campaign Activities
- Planning Activities
- Target Lists
e Campaign Responses
- Convert to lead, Opportunity, Quote, Order
e Manage Leads
- Create and search for leads
- Convert activities to leads
- Perform lead qualification
- Configure status reasons

e Manage Opportunities
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- Create and search for opportunities
- Close opportunity as won or lost
- Add product line items to opportunities
- Configure status reasons
e Manage Quotes
- Add quotes to opportunities
- Edit quotes in various stages
- Send quotes to customers
- Convert quotes to orders
e Manage Orders
e Manage Invoices
e Manage Competitors
e Product Catalog
- Introduction
- Unit Groups & Units
- Product Life Cycle
- Families and Properties
- Products & Product Bundles
- Product Relationships / Suggestions
- Price Lists & Price List Items
- Pricing Methods
- Discount Lists
e Sales literature
e Subjects
e (Case Management
- Create a New Case Record

- Convert Activities to Cases
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- Perform Case Resolution Processes
- Implement Case Routing Rules
- Setup and Configure Case Creation and Update Rules
- Implement Parent/Child Cases
Knowledge Base
- Create, Manage and Maintain Article Templates
- Create, Modify and Publish Articles
- Associate an Article with a Case
Queues
- Create and Maintain Queues
- Queue Types
- Queue Items
Customer Service Schedule
Holiday Schedule
SLA Management
- Create SLAs
- Implement SLA Actions and Details
- Manage Cases with SLAs
Entitlements
- Define and Create Entitlements & Entitlement Items
- Apply Entitlements to Cases
- Products, Channels, an SLA in Entitlement
Resources & Resource Groups
Views
Charts
Dashboards

Business Units
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Users

Teams

Security Roles

Manage Goals
- Goals

Goal Metrics

Rollup Queries

Word/Excel Template

Data Management
Bulk Delete

Duplicate Detection Rules

Import/Export Data
Auditing
System Setting
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