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Overview

Microsoft Dynamics 365 for Customer Service offers any organization an opportunity for customer
success. Using tools such as automatic case creation and queue management frees up time to

dedicate where a greater impact can be made, directly with customers.

Our team of globally recognized experts take students step by step, from creating cases, to
interacting with customers, to resolving those cases. Once those cases are resolved, students will
learn from data analysis the key details to help resolve similar cases faster or avoid new issues

altogether.
Audience Profile

A Dynamics 365 Customer Engagement Functional Consultant is responsible for performing
discovery, capturing requirements, engaging subject matter experts and stakeholders, translating
requirements, and configuring the solution and applications. The Functional Consultant implements
a solution using out-of-the-box capabilities, codeless extensibility, application, and service

integrations.

At Course Completion

Install and configure the customer service app

Identify common customer service scenarios

Complete a case resolution process

Analyze customer service data


https://toptalentlearning.com/

o Automate case management record processing
e Create and use knowledge articles

e Create and use entitlements and service level agreements
Outline
Module 1: Customer Service Overview

In this module students will learn the basics of customer service in Dynamics 365. Students will
install and configure the application, as well as learn about security roles, related applications, and

analytics.
Lessons

Lesson 1: Create case records

Lesson 2: Related service apps

Lesson 3: Analytics for service

Lesson 4: Al for service

Lesson 5: Configuring customer service

Lesson 6: Module summary
After completing this module, students will be able to:

e Install and configure the customer service application

e Identify common customer service scenarios
Module 2: Case Management

In this module students will learn how to open and resolve customer service cases, both manually

and with automation.

Lessons

Lesson 1: Case management overview

Lesson 2: Creating case records

Lesson 3: Queue management

Lesson 4: Case routing

Lesson 5: Resolving cases

Lesson 6: Module summary

After completing this module, students will be able to:



e Open and resolve customer service cases

e Automate case creation and routing

Module 3: Service Level Agreements and Entitlements

In this module students will learn how to define and use entitlements and entitlement templates, as

well as service level agreements and how these tools enable case resolution.
Lessons

Lesson 1: SLA and entitlement overview

Lesson 2: Create and manage entitlements

Lesson 3: Create and manage SLAs

Lesson 4: Module summary

After completing this module, students will be able to:

e Create and use service level agreements

e Create and use entitlements

Module 4: Knowledge Management

In this module students will learn how to create and use knowledge management. Additionally,

students will learn the lifecycle of knowledge articles.

Lessons

Lesson 1: Knowledge management overview

Lesson 2: Authoring and organizing

Lesson 3: Use knowledge content

Lesson 4: Manage knowledge content

Lesson 5: Module summary

After completing this module, students will be able to:

e Create and manage knowledge content

Prerequisites

This course is designed for persons who are aspiring to the Microsoft 365 Enterprise Admin role and

have completed one of the Microsoft 365 work load administrator certification paths.



Course Schedule

Date Time Price Options

Why Professional Choose TOPTALENT?

Dedicated Texas-Based Support

Get assistance every step of the way from our Texas-based team, ensuring your training

experience is hassle-free and aligned with your goals.

3000+ Curated Professional Courses

Access an extensive portfolio of over 3000 courses across IT, Business Application and Leadership -

Designed to meet evolving Industry demands

95% Client Approval Rating

Trusted by professionals nationwide our 95% approval rating reflects consistent quality,

measurable impact and exceptional service.

Certified Industry Instructor

Learn from professionaly certified experts with real world experience and a proven commitment to

learner success.
For questions

call:

(469) 721-6100

Email:

info@toptalentlearning.com

Find More Training

FAQ
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What if | have to reschedule my class due to conflict?

Ten (10) business days’ notice is required to reschedule a class with no additional fees. Notify
TOPTALENT LEARNING as soon as possible at 469-721-6100 or by written notification to

info@toptalentlearning.com to avoid rescheduling penalties.

How do | enroll for this class?

Please contact our team at 469-721-6100; we will gladly guide you through the online purchasing

process.

What happens once | purchase a class?

You will receive a receipt and an enrollment confirmation sent to the email you submitted at
purchase. Your enrollment email will have instructions on how to access the class. Any additional

questions our team is here to support you. Please call us at 469-721-6100.

What is your late policy?

If a student is 15 minutes late, they risk losing their seat to a standby student. If a student is 30
minutes late or more, they will need to reschedule. A no-show fee will apply. Retakes are enrolled

on a stand-by basis. The student must supply previously issued courseware. Additional fees may

apply.

What happens when | finish my class?

You will receive a ‘Certificate of Completion’ once you complete the class. If you purchased an
exam voucher for the class, a team member from TOPTALENT LEARNING will reach out to discuss

your readiness for the voucher and make arrangements to send it.



