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Welcome to the User Guide

This userds guide covers the foll owi
1 Microsoft Dynamics CRM Online 2016 Update

1 Microsoft Dynamics CRM 2016 (on-premises)

What 6s new

Webre excited to tell you about the
Online 2016 Update and Microsoft Dynamics CRM 2016 (on-premises).

Get started

Get around

Get around in Microsoft Dynamics CRM, CRM for Outlook, and mobile devices

Quick create--Enter new contacts (or other data)--fast!

Get back to (or pin) the records, views, or dashboards you used most recently

Stay up-to-date with customer news with the activity feed

Display your picture on the activity feed

See account relationships in a hierarchical view

Print leads, quotes, and other records

Set personal options

Search

Accessibility

Accessibility for people with disabilities

Move around CRM by using keyboard shortcuts

Get around

Get around in Microsoft Dynamics CRM, CRM for Outlook, and mobile devices

Quick create--Enter new contacts (or other data)--fast!

Get back to (or pin) the records, views, or dashboards you used most recently

Stay up-to-date with customer news with the activity feed

Display your picture on the activity feed

See account relationships in a hierarchical view
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Print leads, quotes, and other records

Set personal options

Search

Get around in Microsoft Dynamics CRM, CRM for Outlook, and mobile
devices

Pick the app youbdre wusing.

horizontaltabbed

Latest version

Main navigation

Want to take a _quick video tour of the new navigation?

I f your screen |l ooks I|ike this, youdre on the
Choose the Main menu. Choose a work area.
Microsoft Dynamics CRM ice | (CIC E Advanced find .
My Work Custamers Sales Callateral Marketing Goals Tools
- - B e B . EEET o P B - Repores
E What's Blew Contacti E Oppartunities m Cwdirs u Gl Matric g Aoty
E Hativities E Competiters m Imvices Ralup Queries Calendar
E;.mc,
] soves cerature
Choose an item. & Take a video tour
Quick access items
These items are always on the nav bar: Recently used, quick create, record search, advanced
find, and personal options.
Recently used Quick create Record search
Microsoft Dynamics CRM = Sals |~ Accounts |~
Advanced find Personal options
Form navigation
I f youdre working in a compl ex f or mdownniehumakeg s

it easy to get to just the data you need.
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http://go.microsoft.com/fwlink/p/?LinkId=528558

Microsoft Dynamics CRM | == fuen | v Accourns | v Foush Cofies | o @

Fourth Coffee =

- Form navigation
SUmmany :} drop'down

MECOUMT INICERMATION FOATS ACTIVITHS  HOTIS

&
ADDRESS =

The preceding illustration shows how to navigate in the latest version of CRM Online: choose the
Main menu, choose a work area, and then choose an item.

Older versions

Want to take a _quick video tour of the navigation?

I f your screen | ooks | i kienoftCRM ©nlinepront@ramses€CRM an e ar |
2013 (or later).

wIUUST an s,

The preceding illustration shows how to navigate in older versions of CRM: choose Microsoft
Dynamics CRM, choose a work area, and then choose an item.

Outlook

I f your screen | ondgnamids CRMefor Outlbok., youdr e
|o [ settings |
The preceding illustration shows how to navigate in Dynamics CRM for Outlook: choose a work
area, choose a folder, and then choose an item.
Mobile

What to take a quick video tour of the navigation?
I f your screen |l ooks |like this, youdre on CRM for

The preceding illustration shows how to navigate in CRM for phones and CRM for tablets: choose
the menu to select different items or choose Home to go back to your Home screen.
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Quick create--Enter new contacts (or other data)--fast!

The Quick Create command makes it fast and easy to enter almost any type of information into
thesystem. The command is on the nav bar, so ités al ways
new info into the system.

With Quick Create, you need to complete only a few fields. Later, when you have more time or
more information, you can fill in more details.

You can quickly create:

Contacts

Accounts

Leads

Opportunities

Campaign responses

Competitors

Activities: tasks, phone calls, email, or appointments

In Microsoft Dynamics CRM 2015 and Microsoft Dynamics CRM Online 2015 Update or later,
when you add a new sales opportunity to the system by using the Create command on the nav
bar, you can now create a contact at the same time. In previous versions, you had to create the
contact before using the Quick Create command to add an opportunity.

=A =4 =4 =4 -4 A -4

.
On the nav bar, click the plus sign E and then click the item you want.

2. Fill in the fields, and then click Save.

3. If you would like to continue adding information, click View Record. To create another
one, click Create Another.

next to the field on the screen means the field is required.
* next to the field on the screen means your organization recommends that you fill in the field.

See Also

Create or edit an account

Create or edit a contact

Nurture sales from lead to order

Keep track of notes, tasks, calls, or email with activities

Get back to (or pin) the records, views, or dashboards you used most
recently

You probably work with the same records all the time. For example, you may access the same
contact or account on a regular basis. Or you may work with the same lists (views) of data over
and over. You can quickly get back to recently used records or views from the global navigation

17



bar. You can also pin records and views to make them easier to find. You can even access and
pin recently used dashboards.

This feature was introduced in CRM Online 2015 Update 1 and CRM 2016 (on-
premises).

Interested in getting this feature? Find your CRM administrator or support person This
feature is not available for Dynamics CRM for Outlook.

> Get back to recently used items

On the global nav bar, click the Recently Viewed Items button E
2. Do one of the following:

Under Recent Records, choose the record or dashboard you want to go back to. To pin the
dashboard or record to the top of the Recent Records list, point at the record or dashboard,
and then click the Pin button =,

Under Recent Views, choose the view you want to go back to. To pin the view to the top of
the Recent Views list, point at the view, and then click the Pin button -,

| Pinthe records you
use most often

Get back to
recent views

Get back to recent records

Pinned items are sorted by when you pin them. Unpinned items are sorted by when you
access them.

See Also
Create or edit an account

Create or edit a contact

Stay up-to-date with customer news with the activity feed

Monitor real-time updates in the activity feed to stay current with fast-moving sales, customer
projects, and marketing campaigns at your organization.
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Youbll find the activity feedWobat §sumnewashboard under

The activity feed includes automatic updates about the work your colleagues are doing. You can
also choose to fifoll owd updates for up to 1,000 of tt
you care most about.

Like or unlike a post in the activity feed

1. UnderWh at 6 s, painetevthe post.
2. Click Like or Unlike.

Bel ow a p o sthenunyeroffpéople whe@have liked it, and the names of people who
liked the post most recently. Click the counter to see more names.

Comment on someoneds post in the activity feed
.

1. UnderWh at 6 s, painetevthe post.

2. Click Reply.

Type your comment. You can use up to 250 characters.

Follow or unfollow a contact, account, lead, or other customer info

In addition to seeing any automatic posts in the activity feed, you can follow customers and other
types of records 1 to see real-time updates to the Microsoft Dynamics CRM customer information
you care most about.

.

1. Open the contact, account, lead, or other type of record you want to follow.
Click the More Command (***).
3. Click Follow or Unfollow.

Follow or unfollow a colleague

.
1. On your dashboard, click Advanced Find.
2. Inthe Look for drop-down list, click Users.
3. Inthe Show group, click Results.
4, Click the personbs name.
Click the More Command (*#*).
6. Click Follow or Unfollow.
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Control which types of posts you see in the activity feed

At the top of the activity feed, you'll see commands that let you control whether you see posts
about everything you follow or a smaller subset.

[=
1 UnderWh at 6 s, seteet ane of the following:
1 All records, and then select the type of records
1 Botht o see automatic posts and posts for
1 Auto posts to see only automatic posts
i Userpostst o see only the things youbve cha

Change the order that record types are listed in your activity feed

You can change the order that record types display in your activity feed so that the ones you care
most about are listed at the top.

F
1. UnderWh at 0 s, clinkeAllrecords.
Click Modify this list ( &#).
3. Inthe Filters My Filters dialog box, select the record types you want to change.
4. Click Move Up or Move Down to change the order the record types are displayed.
5. Close the dialog box.

Use keyboard shortcuts in activity feeds

To do this Press this
Submit a post Alt + P
Post a status update Alt+S
Follow or unfollow Alt + L
Delete a selected post or comment Alt + L
Cancel a deletion Alt+C
See Also

Display your picture on the activity feed
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Display your picture on the activity feed

You can add a picture to your profile if you want other people to see your picture along with your
posts in the activity feed.

.
1. Inthe activity feed, next to What's New, choose Edit next to the gray image.
2. Choose Upload a picture from your computer.
3. Browse to the image file, select it, and then choose Open.
4. Choose OK.

See Also

Administer the activity feed

Stay up-to-date with customer news with the activity feed

See account relationships in a hierarchical view

You can see how info is related or grouped by viewing accounts, products, or users in
hierarchical charts. You can click a tile in the chart to get the full details and then navigate to the
info youdre interested in.

For example, from the hierarchical charts view for accounts, you can:

I See how an account is doing in overall revenue

9 Drill into tiles for accounts to see where the deals are coming from and how revenue is
distributed across sub-accounts

1 Find out who is working an account and enlist help from others by sending email or sharing
the account with other salespeople right from within the chart view

1 View important details about each account, such as credit limit and latest activity posts for the
account

4 Note
This feature was introduced in CRM Online 2015 Update and CRM 2015 (on-premises).
Interested in getting this feature? Find your CRM administrator or support person.

From the hierarchical charts view for products, you can see all the products available to sell, and
how they're related in bundles or families. Salespeople can avoid missing a potential sale,
because they can see all related products in one view.

From the hierarchical charts view for users, you can find out who another team member's boss
is, or who else is on their team without switching to another app.

Hierarchical views are also available on mobile.

To see hierarchies that show the relationships between records, on the list of accounts, products,
or users, choose the Hierarchies button. You can also choose the View Hierarchy command
when youbre viewing the screen uUsemr an individual accc
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Microsoft Dynamics CRM ~  #% | SALES ~  Accounts | ~
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+ Active Accounts

W fccount Hame Main Phone Addres
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£k SContase Financia
L] i
ia  Comose Markefing

W& Contoso Sales

See Also
Create or edit an account

Print leads, quotes, and other records

When you need a paper copy of a record such as a contact, lead, quote, or invoice, you can print
records individually or in a list.

Print an individual record

1. Go to the record you want to print. For example, to print a lead, go to Sales > Leads and
select a record.

Choose the Options button K ot the top right corner of the screen.
(In Dynamics CRM for Outlook, choose File > Print.)

3. Choose Print preview.
ChoosePr i nt é

5. Select the print options you want and then choose Print.

Print a list of records
1. Go to the list you want to print. For example, to print a list of invoices, go to Sales > Invoices.
Choose the Options button K ot the top right corner of the screen.
(In Dynamics CRM for Outlook, choose File > Print.)
3. Choose Print preview.
ChoosePr i nt é
5. Select the print options you want and then choose Print.

Privacy notice

When Microsoft Dynamics CRM Online users print CRM dz¢
data from the security boundary provided by CRM Online to a less secure environment, in this
case, to a piece of paper.

22



An administrator has full control (at the user security role or entity level) over the data that can be
extracted. However, after the data has been extracted it is no longer protected by the security
boundary provided by CRM Online and is instead controlled directly by the customer.

See Also

Run a report
Work with mail merge templates

Nurture sales from lead to order

Set personal options

Personalize your Microsoft Dynamics CRM workspace to suit your requirements or preferences.

For example, you can choose the page that you want to see as soon as you sign in to CRM. You

can also personalize many other options such as language, currency, and time zone.

T I'f youdre using Microsoft Dynamics CRM for Outl ook,
synchronization between CRM and Dynamics CRM for Outlook. More information: Set
personal options that affect tracking and synchronization between CRM and Outlook or
Exchange

T I'f youdre an administrator, yo
For more information, search f

u can set system sett
or fiSystem Settings d

Set personal options

=
Click the Settings button E in the upper-right corner of the screen.

2. Click Options.
3. Fillin the information, as required.

Tab Options Description

General

Select your home page and
settings for Get Started
panes

Default Pane Select the default home pane
(page) that you want to see
when you sign in to CRM. For
example, you can make Service
your default pane if you work

23



mostly in that area.

By default, the Default based
on user role option is selected,
which shows the default pane
based on your user role. More
information: View your user
profile

You can only set panes and tabs
that are available for your user
role.

Default Tab

Select the default tab that you
want to see for the selected
default pane. For example,
select the Accounts tab for the
Services pane.

Set the number of records
shown per page in any list of
records

Records Per Page

Select the maximum number of
records you want to see in a list
on a page. You can set a value
from 50 to 250.

Select the default mode in
Advanced Find

Advanced Find Mode

By default, every time you open
the Advanced Find Mode
dialog box, the query details are
hidden. To see the query details
every time, select Detailed.
More information: Create, edit
or save an Advanced Find
search

Set the time zone you are in

Time Zone

Select the time zone that you
want to display for your region.

Lg Note
If you use Dynamics
CRM for Outlook,
set the same time
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zone in CRM to help
prevent a mismatch
in dates and times.

Select a default currency

Currency

Choose the default currency
value to use in financial
transactions. Click the Lookup
button to search for a currency.
More information: Manage
transactions with multiple
currencies

Support high contrast
settings

Enable high contrast

Select this check box to enable
high contrast levels in your CRM
display.

W Tip
Set this option if you
are using high
contrast settings in
your browser or
operating system.

Set the default country/region
code

Enable country/region code
prefixing

Select this check box to enable
the default calling code for your
region.

Country/Region Code Prefix

Enter the value
calling code in the text box. For
example, enter +1 for the United
States.

View your user information

Select this link to view details
about you. These details are
displayed to your entire
organization and include your
contact information and security
role. More information: View

your user profile
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Synchronization

Synchronize Microsoft
Dynamics CRM items with
Outlook or Exchange

filters

Choose the records to
synchronize between CRM and
Dynamics CRM for Outlook or
Exchange (using server-side
synchronization). More
information: Choose the records
to synchronize between CRM
and Outlook or Exchange

synchronized fields

View the fields that are
synchronized between CRM and
Dynamics CRM for Outlook so
you can see where the data is
coming from. More information:
1 View the fields that are
synchronized between
CRM and Outlook
1 Create or modify
synchronization filters or
view synchronizing fields

L? Note

Only a system
administrator can
change the
synchronizing fields.

Manage your offline filters
and take your information
offline in CRM for Outlook

offline filters

Choose a subset of CRM data
that you want to work with when
you go offline with Dynamics
CRM for Outlook. More
information: Choose records to
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work with offline in CRM for
Outlook

Activities
Default view
Default Calendar Select the default view for your
calendar: Day, Week, or
Month.
Set your default work hours
Start Time and End Time Select the start and end time to
indicate your availability for
services or appointments.
Formats

Current Formats

Format preview

Shows the current region and its
formats for Number, Currency,
Time, and Date.

Customize

Choose this option to add a new
region and formats.

Email Templates

Create and modify personal
email templates

New

Create an email template with
custom values (such as a date
or signature),
to enter the same information,
repeatedly, when you send an
email.

On the command bar, click New
and enter values for the
template. More information:
Create templates for email

Email
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Select if other users can send
emails for you

Allow other Microsoft Dynamics
CRM users to send email on
your behalf.

L? Note

This option is not
available in
Microsoft Dynamics
CRM (on-
premises).

Select this option to allow other
users of CRM to send email on
your behalf.

'0 Caution
If you select this
option, other users
can send email on
your behalf with or
without your
consent. Your email
name will appear as
the sender.

Select the email messages to
track in Microsoft Dynamics
CRM

Track

Select the email messages that
you want to automatically track
in CRM.

Options:
1 All Email messages

1 Email messages in
response to CRM email

1 Email messages from
CRM Leads, Contacts
and Accounts

1 Email messages from
CRM records that are
email enabled

More information: Set an option
to automatically track incoming
Outlook email in CRM for
Outlook

Configure Folder Tracking
Rules

Set up folders to automatically
track incoming email. More
information: Track Outlook

28



email by moving it to a tracked
Exchange folder

Automatically create records
in Microsoft Dynamics CRM

Create

Select this option to allow CRM
to create leads or contacts
automatically from the
information in tracked email
messages.

View your Mailbox

Click this link to see your
mailbox details.

Privacy

4 Note

This tab is available only in Microsoft Dynami ¢ s
available if your system administrator has selected the privacy preference
for the entire organization in System Settings. Talk to your administrator.
More information: Find your CRM administrator or support person

CRM Online.

Select your error notification

preference
Options: Specify what you want CRM to
§  Ask me for permission | do when an error occurs. Based

to send an error report
to Microsoft.

Automatically send
report to Microsoft
without asking me for
permission.

Never send an error
report to Microsoft
about Microsoft
Dynamics CRM.

on your selection, the error
reports are shared with and used
by Microsoft for product
improvements. More information:
Set privacy preferences for an
organization

We recommend that you send
the error reports to Microsoft so
that Microsoft can use the
information for product
improvements.

Languages

Select the language you
prefer to see Microsoft
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Dynamics CRM displayed in

Base Language

Shows the base language. The
base language is set during the
CRM installation process. You
canoét edit this

User Interface Language

Select the language that you
want to see for labels and dialog
boxes in the CRM user interface.

Help Language

Select the language for Help. To
add an additional language other
than the base language, your
admin must install the required
language packs and enable
them. Talk to your administrator.
More information: FEind your
CRM administrator or support

person

4. When youdreOKlone, <click

See Also

Set personal options that affect tracking and synchronization between CRM and Outlook or

Exchange
Synchronizing data with Outlook or Exchange FAQ

View your user profile

Your user profile displays useful information about you to your entire organization; for example,
your contact information, your organization, and your security role. Depending on your security

role, you may be able to make changes to your user profile.

[

1. Goto Options.

In the web app: In the upper-right corner of the screen, choose the Settings button E’] >

Options.

1 In CRM for Outlook: Choose File > CRM > Options.
2. Scroll down to the very bottom of the Set Personal Options dialog box, and then choose

View your user information.

To check your security role, on the nav bar, choose the down arrow Il next to your name,
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and then choose Security Roles.

To view other profile information, gych as Work Hours, Connections, and Services, on the
nav bar, choose the down arrow lil next to your name.

Search

Create, edit, or save an Advanced Find search

How inline lookup works

Search for records

Create, edit, or save an Advanced Find search

Find the records you want in Microsoft Dynamics CRM by using the Advanced Find command.
You can also use Advanced Find to prepare data for export to Microsoft Office Excel so that you
analyze, summarize, or aggregate data, or create PivotTables to view your data from different
perspectives.

.
1. Goto Advanced Find. (How do | get there?)
2.
Specify what to search for.
.

In the Look for list, select a record type.

b. Click Select to define search criteria: field (for example, Account Name or
City), the query relational operator (Part of an expression (for example "is
equal to" or "contains") that defines how a specified attribute should be
compared with a value.), and the values to locate (for example, "Seattle" or
"Email").

You can select fields from the current record type, or from related records.
For example, an account might have many related contact records.

At the bottom of the Select list, the Related section shows related record
types. For example, most record types have a related Notes record type. To
select fields from a related record type, select field, and a new Select link
appears.

3. Specify the columns to include in the search results.
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a. Click Edit Columns, and then click Add Columns.
b. Select the record type that includes the columns you want to add.
c. Select the columns you want to add, and then click OK.

4. Specify the sort order.

.
Click Edit Columns.

Click Configure Sorting.

Specify the column to sort on, specify the sort order, and then click OK.
Click OK.

oo o

5. Click Results.

See Also
Search for records

How inline lookup works

Quickly find the record you are looking for by using the inline lookup in Microsoft Dynamics CRM.
By default, when you click or tap the Lookup button, you see the first 10 results for the specific
record type.

You can use the inline lookup fields to search for records by using keywords. As you type, the
inline lookup shows you the most recently used (recently searched, updated, or created) records
in the list. The lookup resolves automatically if you enter partial text and tab out of the lookup

field,andi f a single matching record is found. I f mul tipl
list of matching results you can select a record from.
4 Note

The recently used records are shown only in the classic forms.

When you press Enter or click or tap the Lookup button, the search results that match your
keyword are shown. Microsoft Dynamics CRM looks for matching records by searching for the

keyword in columns defined in the quick find view of
default view of the entity. Lookup search results show the first three columns that are defined in
the I ookup view of the entity or the view thatos set

primary field of that entity. More information: TechNet: Create and edit views

If a lookup field, such as Find Customer, points to two or more record types, the inline lookup
results will include the results for accounts and contacts because a customer can be an account
or a contact. You can click or tap Look Up More Records to open the standard Look Up
Records dialog box to search for more records.
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I f you dondét find a record, you caNewdnthemline a new r ecc
lookup area. This lets you quickly create a new record.

The | ookup fields on the classic forms dondt have t

See Also
TechNet: Create and edit views

Search for records

To find your records quickly in Microsoft Dynamics CRM, you can search across multiple record
types all at the same time.

@ Important
This feature was introduced in CRM Online 2015 Update and CRM 2015 (on-premises).
Interested in getting this feature? Find your CRM administrator or support person.

There are two ways to search.

Normal quick find:

Begins with - results include records that begin with a specific word. For example, if you want to
search for #AAIl pi alpein ti®lséarchtboxyityeudype skiy pehe record wonodt
show up.

Wildcard - for example: *ski or *ski*

Full text quick find:

1 Search within - results include records that contain a field with all of the words in the search
term. The individual words can appear anywhere in the string and in any order. For

example, if you search for AAIl pine Skousetddaysed, you
to go skiing in the Alpine Meadows. o since all/l of t
string.

1 Wildcards are not required.

For more information see, TechNet: Configure Quick Find options for the organization.

Start a search

.
1. From the top nav bar, type one or more characters in the search box.
2. Choose the Search button next to the search box.

Filter search results

.

1 To filter results by one record type, on the search screen, choose a record type from the
Filter with: drop-down box.

1 To search against all record types, choose None in the Filter with: drop-down box
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See Also
Create, edit, or save an Advanced Find search

Edit the quick find view

Accessibility

Accessibility for people with disabilities

Move around CRM by using keyboard shortcuts

Accessibility for people with disabilities

Microsoft is committed to making its products and services easier for everyone. More
information: Microsoft Accessibility

Keyboard shortcuts in Microsoft Dynamics CRM

Microsoft Dynamics CRM offers keyboard shortcuts to address issues faced by people with
Il imited dexterity or motion disabilities. Al so, peopl
navigate and complete actions.

More information: Move around CRM by using keyboard shortcuts

Accessibility info for browsers
For accessibility information about your browser, visit the following websites:
Internet Explorer 9 accessibility

Internet Explorer 10 accessibility

Firefox accessibility features

Safari accessibility features

= =4 =4 -4 A

Google Chrome accessibility technical documentation

Heighten color contrast of some text and images

The high contrast setting in Microsoft Windows heightens the color contrast of some text and

i mages on your computer screen, making those items mc
find this setting on the Ease of Access page in Windows 8 and Windows 7.

I f youdre using the high contrast settHBnabtehigm Mi cr osof
contrast in your Microsoft Dynamics CRM personal options. On your dashboard, click or tap %# >

Options. Click or tap the General tab, click or tap Enable high contrast, and then click or tap

OK.

Accessibility for users of Microsoft Dynamics CRM Deployment Manager (on-premises)

Administrators who manage the day-to-day operation of on-premises deployments of Microsoft
Dynamics CRM using Microsoft Dynamics CRM Deployment Manager, a Microsoft Management
Console (MMC) application, can find accessibility info in these topics:
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T Navigation in MMC Using the Keyboard and Mouse

1 MMC Keyboard Shortcuts

See Also
Microsoft Accessibility

Move around CRM by using keyboard shortcuts

Keyboard shortcuts give you an alternate way to do common tasks, instead of using your mouse
or tapping with your finger. And because many keyboard shortcuts are the same across all
Microsoft products, some of these might already be familiar to you.

4 Note

The shortcut keys described in this section refer to the U.S. keyboard layout. Depending
on your country/region and layout, you may not have the same keys.

Form keyboard shortcuts

The following keyboard shortcuts are included in Microsoft Dynamics CRM.

To Press
Move to the next option, option group, or field Tab

Move to the previous option, option group, or Shift+Tab
field

Complete the command for the active option or | Enter
button

Move between options in an open list, or Arrow keys
between options in a group of options

Cancel a command, or close a selected list or Esc

dialog box

Save Ctrl+S or Shift+F12
Save and Close Alt+S

Cancel edits and close (Close) Esc

Open search Spacebar

Delete the record (when forms are in Edit Ctrl+D

mode)

Save and then open a new form (Save and Ctrl+Shift+S

New) (when forms are in Edit mode)

Open the lookup menu with the most recently

Alt+Down Arrow
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To Press

used items in alphabetical order

Open lookup drop-down list Enter
Close lookup drop-down list Esc

Open a new instance of Microsoft Dynamics Ctrl+K
CRM

Open a record found in lookup with forms in Enter

Edit mode

Add a step in the business process editor Alt+Shift+N

Tab to the Command Bar when in the updated
user experience

Ctrl+[ or Ctrl+]

Tab to the Navigation bar Ctrl+Shift+3
Add an article to an email Shift+Alt+A
Apply email template (when editing an email Shift+Alt+T

message)

Access submenus if you use a screen reader

If you use a screen reader, this section shows you how to access any of the submenus that are
displayed when you hover the mouse over a navigation link.

e

1. Navigate between the menu options using standard link navigation.

2. Activate the link by pressing Enter or the space key as you would usually do. A list of

submenus will be displayed.

3. To access these submenu options, use the accessibility technology (AT) shortcut key to
navigate to the next button. For example, if you use the NVDA screen reader, you would

use the AbO shortcut

repeatedly.

@ Important

There are several areas in the Ul that have auto-collapse built in for menus. This
includes the Navigation Bar and Form Navigation. Both are click to expand, but
after 30 seconds of inactivity, the items collapse.

Navigate through stages in a process using the keyboard

I f youbre in a record,

a |l ead,

for

exampl e,

navigate through the different stages in the process to qualify the lead, and how to make

ktheopigh @liNRé Dptiohd) press tiiedkeyn a
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selections in those stages. For example, if you want to move easily from the Qualify stage
through to the Close stage, try these keyboard actions:

1 After you select a stage, get to the fields by pressing the down arrow.
1 If a stage is collapsed, just press Enter to expand it.

13 Note

The process name is an icon at the bottom of the page, not the top.

Accessibility keyboard shortcuts

I f youdbre running Microsoft Windows, you can
you work. For example, you can use Windows Sticky Keys if you have difficulty holding down two
or more keys at a time, such as Ctrl+P. Sticky Keys enable you to press the Ctrl key and have it
remain active until you press the P.

To Press

Switch Sticky Keys on and off Shift five times

Switch Filter Keys on and off

Right Shift for eight seconds

Switch Toggle Keys on and off

Num Lock for five seconds

Switch High Contrast on and off

Left Alt+Left Shift+Print Screen

Switch Mouse Keys on and off

Left Alt+Left Shift+Num Lock

Tab into an Active X control Alt+Shift+F10

Mac keyboard shortcuts
These keyboard shortcuts apply when using a Mac.

Action Windows Keys Mac Keys Notes
Tab Tab Tab Enable Tabbing in
Shift+Tab Shift+Tab System Preferences and

Safari Preferences (refer
to Apple and Safari
documentation).

Access keys Alt+Access key Ctrl+Alt+Access key For example, the Next

button uses N as its
access key.

Microsoft Dynamics
CRM Shortcut keys

Ctrl+key Ctrl+key For example, move to
the first tab in the ribbon

control with Ctrl+{. Save
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Action Windows Keys Mac Keys Notes

using Ctrl+S.

Activate Control Space/Enter Space/Enter

Close topmost Window+W Command+W Refer to Apple support
window documentation.

See Also
Accessibility for people with disabilities

Manage customer records

Create accounts and contacts

Communicate with customers

Collaborate with your team

Import and export data

Use Bing Maps to view a location

Use OneDrive for Business to manage your private documents

Create accounts and contacts

Create or edit an account

Create or edit a contact

Assign a record to a user or team

Deactivate or activate an account or contact

Create or edit a goal

Create or edit a competitor record

Create or edit an account

I f you work mostly with other companies, youbol |l pr obe
them.

You can also use accounts to keep track of any vendors you do business with.
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Create an account

=
1. Goto Sales > Accounts. (How do | get there?)
2. Choose New.
3. Fillin your information. Use the handy tooltips as a guide.
4, Click Save.

Edit an account

B

1. Goto Sales > Accounts. (How do | get there?)

2. Open the account and change the information that you want.
3. Click Save.

See Also
Import accounts, leads, or other data

Deactivate or activate an account or contact

Quick create--Enter new contacts (or other data)--fast!

Keep track of notes, tasks, calls, or email with activities

Stay up-to-date with customer news with the activity feed

Assign a record to a user or team

Run a report
Use Bing Maps to view a location

Create or edit a contact
Use contacts to keep track of the people you do business with.

> Vview a contact

1. Goto Contacts. (How do | get there?)
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2. Youdbll see a list of your active contact

W Tip
ltdos easy to get back to the customer dat a
bar, next to Contacts, choose . Choose a name, and then get right back to what you were
doing.
3. Click or tap a personds name to see the

[* Create a contact

1. Goto Contacts. (How do | get there?)

2. Choose New.
3. Fillin your information. Use the handy tooltips as a guide.
4. Click Save.

[* Edit a contact

1. Goto Contacts. (How do | get there?)

2. Open the contact and change the information that you want.
3. Click Save.

See Also
Run a report

Import contacts
Use Bing Maps to view a location

Assign a record to a user or team

Deactivate or activate an account or contact

Quick create--Enter new contacts (or other data)--fast!

Keep track of notes, tasks, calls, or email with activities

Stay up-to-date with customer news with the activity feed
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Assign arecord to a user or team

If you would like another person in your organization to handle an account or contact for you, you
can assign the record to that person.

You can also assign a record to a team, or to yourself.

1. Goto Accounts or Contacts. How do | get there?

2. Inthe list of records, select the record that you want.

In the command bar, click the More Commands button=#+, and then click Assign.
3. If using the CRM web application:

In the command bar, click More Commands (*#*), and then click Assign.

If using CRM for Outlook:

1 Inthe Collaborate group, click Assign.
4. Inthe Assign dialog box, click:

1 Assignto me

-OR -

I Assign to another user or team

Click Lookup, and then click Look Up More Records. From the Look for drop-down
list, select User or Team. In the Search box, type the name, click the search icon,
and then click the name to select it. Click Add.

5. Choose OK.

Deactivate or activate an account or contact

In Microsoft Dynamics CRM, you deactivate an account or contact rather than deleting it. This
ensures the integrity of the audit trail associated with that record.

A deactivated account or contact becomes inactive, which means that it cannot be edited or used
in establishing new relationships with other records. However, all relationships created with the
deactivated item are still available.
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Deactivated accounts can subsequently be reactivated should the need arise.
Deactivate an account or contact

.

1. Goto Accounts or Contacts. How do | get there?

2. Select the active account or contact that you want to deactivate, click or tap Deactivate,
and then confirm the deactivation.

Activate an account or contact

.

1. Goto Accounts or Contacts. How do | get there?

2. To view a deactivated account or contact, in the System Views list, select Inactive
Accounts or Inactive Contacts.

3. Select the inactive accounts or contacts you want to activate, click or tap Activate, and
then confirm the activation.

See Also

Import contacts
Create or edit a contact

Create or edit an account

Import accounts, leads, or other data

Create or edit a goal
Use goals to keep track of your progress on achieving target revenue.

Create a goal

.

1. Make sure that you have the System Administrator, System Customizer, Sales Manager,

Vice President of Sales, Vice President of Marketing, or CEO-Business Manager security

role or equivalent permissions.

> Check your security role

a. Follow the steps in View your user profile.

b. Dondét have the correct permissions?

-
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2. Goto Goals. (How do | get there?)

3. Do one of the following:
1 If you are using the CRM application, click New.
1 If you are using CRM for Outlook, in the Records tab, click New.

4. Onthe New Goal form, enter information or observe any noted restrictions or
requirements as needed. Use the handy tooltips as a guide.

5. Click or tap Save or Save and Close.

Edit a goal

.

1. Make sure that you have the System Administrator, System Customizer, Sales Manager,
Vice President of Sales, Vice President of Marketing, or CEO-Business Manager security
role or equivalent permissions.

= Check your security role

a. Follow the steps in View your user profile.

-

b. Donét have the correct permissions?

Go to Goals. (How do | get there?)

Do one of the following:
91 If you are using the CRM web application, click Edit.
1 If you are using CRM for Outlook, in the Records group, click Edit.
Fill in your information. Use the handy tooltips as a guide.
5. Click Save and Close.

See Also

Create or edit a rollup query

Progress Against Goals report

Create or edit a competitor record

You already know that tracking your competitors and their strengths and weaknesses can help
you win sales. Microsoft Dynamics CRM lets you store the details about competitors so that you
and your colleagues can share and stay current with the latest details.

43


http://go.microsoft.com/fwlink/p/?LinkId=525636
http://go.microsoft.com/fwlink/p/?LinkId=525636

.

1. Choose Sales > Competitors.

= i using the CRM web application

a. On the command bar, choose + New.

> 1f using CRM for Outlook

a. Inthe Records group, choose New.

Fill in your information. Use the handy tooltips as a guide.
3. Choose Save.

To associate a competitor with an opportunity, in the Opportunity area, choose +. Inthe
Search box, choose the Lookup icon, and then select an opportunity from the results.

See Also
Competitor Win Loss report

Communicate with customers

Keep track of notes, tasks, calls, or email with activities

Place calls with Skype or Skype for Business
OneNote in CRM FAQOs
Send bulk email to customers

Keep track of notes, tasks, calls, or email with activities

In Microsoft Dynamics CRM, you use Activities to keep track of all your customer
communications. For example, you can take notes, send email, make phone calls, set up
appointments, assign yourself tasks as you resolve a service case, and stay up-to-date with
customer news. These actions are all considered types of activities.
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& COMNECT =

+ MEW  [& DEACTIVATE

ACCOUNT

" ADD TO MARKETING LIST

A. Datum Corporation =

Summary
ACCOUNT INFORMATION

Acoount Mame ™ A Datum Corporation

Phone 555-0158

82 AsiGM oo EMAILALINK X DELETE

POSTS ACTIVITIES MNOTES OMENOTE

Both Auto posts  User posts
A Datum Corporation
Acoount: Created By M

I To add phone call details, tasks, notes, and more see: Add a phone call, task, email, or
appointment activity to a case or record.

1 To stay up-to-date with your activity feeds, see: Stay up-to-date with customer news with the

activity feed.

See Also

Collaborate and communicate with Yammer

Place calls with Skype or Skype for Business
If your organization is set up to use Skype or Skype for Business, you can click a phone number

to calll your contacts from within Microsoft Dynamics
4 Note
Lync has been rebranded as Skype for Business. Curr
ALynco in Micr os out GRMDvy woskrvithcSkypeGdrR Business.
To place calls from within Microsoft Dynamics CRM on your computer, you either need to install
Skype; or you need to check with your system administrator for steps to install Skype for
Business.
To place calls from within CRM for tablets, youdl |l ne
already have the app when you tap a phone number, yolu

app before the call is placed.

These versions of Lync and Skype are supported:
1 Microsoft Lync 2010 or Microsoft Lync 2013

1 Skype 6.0

See Also

Set up Microsoft Dynamics CRM to make calls with Skype or Skype for Business
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OneNote in CRM FAQs

Why do OneNote files show a folder icon?
This is a known issue. Click the file name to open the OneNote as expected.

Why aren6t my OneNote notebooks showing up in the One

OneNote notebooks saved to the Office 365 Grou ps OneDri ve wonét be shown in
Dynamics CRM Online.

|l get this error message: We candét find the notebook.
been removed or moved to another location. Check the notebook location or contact your
administrator to update the location record stored in CRM. (Error: 0x80060729)

1. Tofix the issue, go to Settings > Document Management > Document Location Records.

2. Go to the OneNote view and search for the document location record that is regarding your
account.

3. Open that document location record, and then change the corresponding URL to match your
notebook location.

Can | edit a OneNote file from with CRM?
No. This can be done only from the OneNote app that opens when you click the OneNote link.

I candt aGRM©OBsedotemptebook.

Donét delete any OneNote .onetoc2 or .one file types
you wonodt be able to access your CRM OneNote noteboolk

Are section groups supported in CRM?
Sections groups that keep related sectionstoget her i n OneNote arenb6t support e

Can | rename a section in OneNote Online?

No. You can only rename a section in the desktop version of OneNote. If you rename a section in
OneNote Online, you wondt see the updated section nar

Why do | see records that should be in the OneNote tab?

This happens if you deleted all of the sections in tt
at least one section in your OneNote notebook. To fix the issue do this:

1. Go to the record where you see the issue. For example, from the main menu click, Sales >
Accounts > click an account record.

2. From the main menu click the drop down menu next to the record name, and then click
Documents.

3. Click Open in SharePoint and then create a new section using the desktop version of
OneNote.

See Also
Set up and use OneNote in CRM
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Send bulk email to customers

You can send the same message to multiple recipients using email templates. This is known as
direct or bulk emailing.

Or, you can use mail merge with Microsoft Office Word and Word templates to create the
message.

Go to your work area. (How do | get there?)

Choose the record type you want. For example, choose Contacts.
In the list of records, select the contacts you want to send email to.

A w DD

Do one of the following:
In the web app: Click the More Commands button E and then click Send Direct Email.

In CRM for Outlook: In the Collaborate group, click Send Direct Email 2. Or, just click
Send Direct Email to send email to everyone on the list.

5. Inthe Send Direct Email dialog box, select the template you want to use.
6. Click Send.

See Also
Create templates for email

Work with mail merge templates

Collaborate with your team

Collaborate and communicate with Yammer

Collaborate with your colleagues using Office 365 Groups
Office 365 Groups in CRM FAQs

View relevant and trending information with Office Delve

Collaborate and communicate with Yammer

Yammer gives you one place to have conversations, create and edit documents, and share
information with your colleagues without sending a single email or attending any meetings.

I f your organization is set up t o Micoosok Dywamich Yammer ,
CRM dashboard when colleagues update customer info and you can comment on their postsd
asking questions, offering congratulations, and so on.

& Important
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Before you can use Yammer within Microsoft Dynamics CRM, your organization needs to
buy Yammer enterprise licenses.

When you use Yammer within Microsoft Dynamics CRM, he

1 The Yammer newsfeed displays on your dashboard. As you and your colleagues work
with customers, youdl |l sdavasy alpo uto wvdhaated swihap @ erei d g,t
be able to join in the conversation. Discuss project deadlines, share the latest files, gather
feedback i and more.

1 Colleagues receive updates on your customer interactions automatically. When you
create a new lead, convert it to an opportunity, close it, and so on, Yammer displays this
news in your organizationds newsfeed automatically.

1 You can share files and discuss content without ever leaving your browser. Share
documents, PDFs, images, and videos across teams quickly and easily.

See Also
Visit the Yammer website

Collaborate with your colleagues using Office 365 Groups

Office 365 Groups are a shared workspace for email, conversations, files, and events where
group members can collectively get stuff done.

You can use groups to collaborate with people across your companyi even i f they dondt ha
access to Microsoft Dynamics CRM Online. For example, you can create a group for your sales

team and invite other Office 365 users to join the group, and then share documents,

conversations, meeting notes, and OneNote information related to specific accounts or

opportunities.

The groups solution works with any entities, even custom ones.

& Important
This feature requires that you have an Office 365 subscription or a subscription to an
online service such as SharePoint Online or Exchange Online. For more information, see
What is Office 365 and how does it relate to CRM Online?
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Collaborate through meetings, conversations, notes, or documents.

Prerequisites

1 You need to have an Office 365 subscription which includes Exchange Online and
SharePoint Online.

91 Before you can start using Office 365 Groups, the groups solution needs to be deployed and
turned on for your CRM CRM entities. For more information, see TechNet: Deploy Office 365
Groups.

Create a group

1. Go to the record that you want to create a group for. For example, Go to Sales > Accounts.
(How do | get there?)

Choose an account.

On the nav bar, choose the drop down menu next to the account name, and then click Office
365 Groups.

4. Inthe Welcome to Office Groups! section, click Create Group.

Join a meeting

Group meetings help all members coordinate their schedules. Everyone in the group
automatically sees meeting invites and other events.

1 Choose the meeting title to view meeting details.
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Start a conversation

Having a group conversation is a way to communicate with group members. The conversations
section displays each message, where you can read, reply to, and create hew conversations.

1 To start a new conversion, in the Start a group conversion box, type in your message.
1 Inthe Conversations section choose a conversion to read and reply to it.

Add notes

Share notes with everyone in your group using the shared OneNote notebook. OneNote lets
multiple people write in the same notebook, on the same page, at the same time, and it
automatically merges everyoneob6s changes.

1 Inthe Notebook section, choose the group's notebook. When OneNote opens, add your
notes.

Share documents

When you create or upload a file in the groupds OnebDr
shared with all members of the group. When you add members to the group, they automatically

get shared access to the files. By default, only group members have view and edit access to the

files. When you create a group in Microsoft Dynamics
members can see information about the group including files, conversations, or even the group

itself.

1 To see the latest list of documents, refresh the list using by choosing the refresh icon.
1 To upload or manage all of your documents in OneDrive for Business, click Open OneDrive.

See Also

Office 365 Groups in CRM FAQs

Find more help about Office 365 Groups
TechNet: Deploy Office 365 Groups

Office 365 Groups in CRM FAQs

Where is the Office 365 Groups data stored?
The Office 365 Groups data is stored in Office 365, not Microsoft Dynamics CRM Online.

Why candét | create Office 365 Groups using bulk i mpor

Office 365 Groups will only be automatically created if your system administrator has turned on
autocr eate for the record type that youdre attempting

performance and stability for others, Mi ytoosoft Dynar
import a large number of records at once. We recommend a maximum of 20 records at a time if

you need groupstobe auto-c r eat ed. I f you i mport more than this, w
is created. I f a group waimpod, you can mantaklydreatewmgroupo a | ar ge

by navigating to that recordds groups page.
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Why dondt | see all of my group's meetings in CRM?

At this time wedbre unable to show meetings that somec
up and has invited your group to attend. We are working on a solution to this issue, but in the

meantime you can use the Open Calendar link to check your group's calendar in Microsoft

Outlook on the web (Outlook Online).

Why do | get a RetrieveOfficeSettings: 1 error when | navigate to the Office 365 Groups
page?
This is a known issue. Refresh the page and the error message will go away.

Why do | get a (500) Internal Server Error when | navigate to the Office 365 Groups page?

This is a generic error which could have multiple causes. One common case is that the user who
is attempting to view the group doesnét have a valid

When should we use Office 365 Groups versus Yammer?

Groups are a great way to coll aborate across your oOfr¢
Microsoft Office 365 products, providing you quick and easy access to all of your conversations,
meetings, documents, and Microsoft OneNote.

We recommend using groups for collaborations that requires lots of document sharing and quick
access to other Office 365 products.

See Also
Collaborate with your colleagues using Office 365 Groups

Find more help about Office 365 Groups
TechNet: Deploy Office 365 Groups

Import and export data

Import data
Export data

Import data

Import contacts
Import accounts, leads, or other data

Download a template for data import

Upload a data import file
Review the file upload summary

Select a data map
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Map record types

Map fields

Review the mapping summary

Review settings and import data

Import contacts

horizontaltabbed

How to

Whet her your contacts are stored in an emai/l

how to import them into Microsoft Dynamics CRM so you have all your business contact
information in CRM.

Step 1: Get your import file ready

First, you export your contacts into a file.

These file formats are supported:

1 Comma-separated values (.csv)
1 Text (.txt)

1 Compressed (.zip)

1 Excel Spreadsheet 2003 (.xml)

The maximum file size allowed for .zip files is 32 MB. For the other file formats, the maximum file
size allowed is 8 MB.

W Tip

If you need to import a larger amount of data, see the MSDN: Import Data for additional
details.

If you store contacts in more than one program, add your import files to a single .zip file.
Then import the .zip file to bring in all the files at once.

Follow the procedure for the program or location where your contacts are stored:

= Export contacts from an email program

1.

Export the contacts into a comma separated values file (.csv).

To find specific steps to export contact
Help, and searchforiexport . 6 Look for topics that
Afexporting your address booko or fiexport

Save the file in a location where you can find it easily later.

> Export contacts from a spreadsheet

1.
2.

Open the spreadsheet.

If necessary, edit any column name in the spreadsheet to match exactly with the
corresponding name shown here.
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3.

a Warning

I f the spreadsheet doesndt include all/l
However, if a column name does exist, it must match exactly with the

corresponding name in the list or the
Note that the word AEmail 06 doesndt con

Column Name in Spreadsheet (spelling must
match exactly)

First Name

Middle Name

Last Name

Business Phone

Mobile Phone

Job Title

Business Street

Business City

Business State

Business Postal Code

Business Country/Region

Email Address

Save the file.

l'-“-'-‘Export contacts from your phone

1.

Use a USB cable or an app to export your contacts from your phone to your computer.

To find specific steps to export contact
contacts from my phoneo in your favorite

To find an app, search your phoneds onli

Step 2: Import the file

Y o u &é the Inuport Data wizard to import your contacts.

e

1.

Go to Settings > Data Management. (How do | get there?)
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Click Imports.
3. Click Import Data.

Browse to the folder where you saved the file that contains the export of your contacts.
Select the file, and then click Open. Click Next.

W Tip
You can import only one file at a time. To bring in more files, run the wizard again
later, or add all your contacts files to a single .zip file.

5. Review the file name, and if the file is in .csv or .txt format, verify that the field and data
delimiters are correct. Click Next.

In most cases, you can accept the default delimiters.
Select Default (Automatic Mapping) for the System Data Map. Click Next.

In the Microsoft Dynamics CRM Record Types drop-down list, select Contacts. Click
Next.

8. For any record type with an alert icon, map the column from your contacts file to the
corresponding field in Microsoft Dynamics CRM. Click OK, and then click Next.

9. Review the summary, and then click Next.
10. Click Submit.

11. To verify that the wizard was successful, click Imports, then review the report.
Otherwise, click Finish.

Step 3: Check that the contacts imported successfully
After the wizard finishes, check your list of contacts to make sure they imported correctly.

=
1. Select your role (either Sales, Service, or Marketing). Go to Contacts. (How do | get
there?)

2. Scroll through the contact list. Check that each person is listed and verify the contents of
the fields for accuracy.

Read this eBook

Want to see visuals of importing contacts? Check out this eBook.
See Also

Import accounts, leads, or other data

Import accounts, leads, or other data

Whet her your data is stored in spreadsheets,
import the data into Microsoft Dynamics CRM so you can keep track of all your customer
information in one place.
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You can import any type of information, such as accounts, leads, or opportunities i even activities
or cases. (The different types of information are cal

Your import will fail if you use a template that you exported from CRM, add a new column
to it, and then try to import the data back into CRM Online.

Want to import contacts? More information: Import contacts
Step 1: Get your import file ready
First, youdl|l need to get your data into a file.

Make sure your data is as complete and accurate as possible when you create the import file. Fill
in any missing info, and verify that names and other information are spelled correctly.

These file formats are supported:
Comma-separated values (.csv)
Text (.txt)

Compressed (.zip)

Excel Spreadsheet 2003 (.xml)
Excel Workbook (.xIsx)

The maximum file size allowed for .zip files is 32 MB. For the other file formats, the maximum file
size allowed is 8 MB.

=A =4 =4 -4 =4

W Tip
If you need to import a larger amount of data, check out MSDN: Import data for additional
details.

You can add multiple import files to a single .zip file, and then import the .zip file to bring
in all the files at once. For example, if several salespeople enter leads from a tradeshow
into different spreadsheets, you can gather them into one .zip file for import.

Forbestresul t s, itdéds a good idea to make sure you (or
else) have some rules in place to reduce any duplicates when you import the data (called

Aduplicate detecti on Seuubeduplidaje.detehtion ralestokdem r mat i on:

your data clean

Step 2: Run the Import Data wizard

Youod!l | InpsreDatahvigard to import the file.

.

1. Goto Settings > Data Management. (How do | get there?)

2. Choose Imports > Import Data.
3. Browse to the folder where you saved the file that contains the import file. Select the file,
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