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[bookmark: _Toc125579227]Exercise 1: Manage accounts and contacts
Objective
After completing this exercise, you will be able to create and update sales accounts in Dynamics 365. 
Prerequisites
Access to the Dynamics 365 CE deployment
Scenario
You are signing into and starting to use the Dynamics 365 User Interface.
[bookmark: _Toc2043210938]Task 1: Login to Dynamics 365 and create a sales account. 
1. Open your browser and type in the URL: https://<your organization>.crm.dynamics.com 
2. Sign in using the credentials assigned for your trial.
3. After successfully signing in you will see the Dynamics 365 Landing page.
4. Open the Customer Service Hub app.
5. Select Accounts in the left navigation area of the window.
[image: ]
6. [image: ]You will see the My Active Accounts window. Select + New to create a new account.

7. You will now see an empty account record. To create a new account, you need to provide at least an Account Name which is the only default required field for an account record. Next to Account Name enter Training Corporation.
8. Select Save & Close.
9. You can now return to the My Active Accounts page and see your newly created account.
[bookmark: _Toc1103137064]Task 2: Update an account record
1. Select Training Corporation in the list of accounts. Be sure not to select the phone number or primary contact column, as that will return that table’s information. 
2. You now see Training Corporation’s account page. Select the magnifying glass next to Primary Contact and then + New Contact.
3. A Quick Create: Contact form appears. Enter the following information and Save: 
First Name: John
Last Name: Smith
Job Title: Sales Manager
Email: john.smith@example.com
Business Phone: 224-123-0000
Street 1: 123 TC Way
City: Training City
Zip/Postal Code: 12345
4. Select Save and Close.
5. The Primary Contact field will be populated with John Smith now. 
6. Enter a Phone Number for the account: 224-123-0001. (This is below the account name on the form.)
7. Scroll to the Address section. Enter the following information:
Street 1: 123 TC Way
City: Training City
State/Province: TX
Zip/Postal Code: 12345
Country/Region: USA
8. Click the back arrow to get back to the My Active Accounts view.
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Description automatically generated]
[bookmark: _Toc1697143484]Task 3: Deactivate a sales account 
1. In the My Active Accounts view, mark the checkbox to the left of Training Corporation.
2. Select Deactivate in the command bar. This deactivates the account and changes it to read-only mode.
3. Select Deactivate in the Confirm Deactivation window.
4. Training Corporation no longer shows in the My Active Accounts view. 
5. Choose the view selector next to My Active Accounts and then Inactive Accounts. 
Training Corporation appears along with all other inactive accounts.
[bookmark: _Hlk18418560][bookmark: _Toc472002178]Task 4: Reactivate an account 
1. On the Inactive Accounts view, mark the checkbox to the left of Training Corporation.
2. Choose Activate in the command bar.
3. Select Activate from the pop-up box.
4. Training Corporation will no longer appear on the Inactive Accounts page.
5. Choose the view selector next to Inactive Accounts and select the My Active Accounts view.
[bookmark: _Toc1248701765]Task 5: Add additional contacts
1. In the My Active Accounts view, choose Training Corporation to open it.
2. Under the Contacts sub-grid on the right, select + New Contact.
3. Enter the following information for the new contact and then select Save and Close:
First Name: Jeff
Last Name: Training
Job Title: Sales Manager
Email: Jeff@example.com
Business Phone: 222-123-0002
4. Repeat steps 2 and 3 to create another contact with the following information:
First Name: Jenny
Last Name: Training
Job Title: Regional Manager
Email: Jenny@example.com
Business Phone: 222-123-0003
There should now be 3 contacts for the Training Corporation account.
[bookmark: _Toc622595431]Exercise 2: Manage cases
Objective
After completing this exercise, you will be able to create new cases manually in the Customer Service Hub.
Prerequisites
Access to a Dynamics 365 CE deployment
Scenario
You need to create a new case for a customer that needs assistance with a product.
[bookmark: _Toc1354756528]Task 1: Login to Dynamics 365 and create a case. 
1. Navigate to the Cases in the left area of the Customer Service Hub app window.
2. Select + New Case in the command bar to create a new case.
3. Enter Unable to access the website for the Case Title.
4. Select Default Subject.
5. Select Training Corporation for the Customer.
6. Select Phone for the Origin
7. Select the Details tab on the form.
[image: ]
8. Select John Smith for the Contact.
9. Select Save from the command bar.
[bookmark: _Toc498951540]Task 2: Create a Child Case 
1. Select Create Child Case from the command bar. Notice that this opens the quick create form instead of the full form.
2. Update the following columns:
Case Title: Unable to access the website child case
Subject: Default Subject
Case Type: Request
Contact: John Smith
Origin: Phone
3. Select Save and Close.
4. Select the Case Relationships tab and you can see the new child case that was created.
[bookmark: _Toc614644445]Task 3: Change case closure behavior 
1. Change the area in the Customer Service Hub by selecting Service in the lower left corner and then Service Management.
[image: ]

2. Choose Parent Child Case Settings in the left navigation area.
3. Select Don’t allow parent case closure until all child cases are closed for the Specify closure preference field.
4. Select Save
5. Change the area back to Service by selecting Service Management in the lower left and choosing Service.
6. Select Cases in the left navigation area.
7. Open the Unable to access the website case created previously.
8. Choose Resolve Case in the command bar.
9. Enter Access granted in the Resolution field.
10. Select 15 minutes for the Billable Time.
11. Choose Resolve 
12. You should receive an error that the active child case should be closed before closing the parent.
[image: ]
13. Click OK for the error message.
[bookmark: _Toc1501572359]Task 4: Close child and parent cases 
1. Select the Case Relationships tab.
2. In the Child Cases sub-grid, choose the child case to open it.
3. Select Resolve Case from the command bar.
4. Enter Access granted for the Resolution field.
5. Select 15 minutes for Billable Time.
6. Select Resolve
7. Then select the Details tab.
8. Pick the Unable to access the website link Parent Case field in the middle section of the form.
9. Next choose Resolve Case from the command bar.
10. Enter Access granted for the Resolution field.
11. Select 15 minutes for the Billable Time.
12. Choose Resolve. The parent case is now closed because we closed the child case first.
[bookmark: _Toc1256925571]Exercise 3: Create a queue
Objective
After completing this exercise, you will be able to create a queue manually.
Prerequisites
Access to a Dynamics 365 CE deployment.
Scenario
You need to be able to add cases to a queue for customer service representatives to be able to pull the cases as they are available.
[bookmark: _Toc130816226]Task 1: Create a new queue. 
1. In the Customer Service Hub app, select Service in the lower left corner to change the area and choose Service Management.
2. Select Queues in the left navigation area.
3. Select New from the command bar.
4. Enter Support Queue for Name.
5. Leave the Type as Public.
6. We have not setup email for the test environment so enter a dummy email address in the Incoming Email field. (ex. support@<yourorgname>.onmicrosoft.com)
7. Leave the default of All email messages in the Convert Incoming Email to Activities field.
8. Click Save
9. Notice it has now created a Mailbox record for the queue.
[image: Graphical user interface, application
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10. Create a second queue called Priority Support by repeating steps 3-9.
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