Resolve a case
/ 1. Choose RESOLVE CASE

4 NEw 4, CREATE CHILD CASE D RESOLVE CASE  [3 CANCELCASE I APPLY ROUTING RULE

o Resolve Case x
F a U |ty p ro d u Ct C at Prov'\de information in the following boxes to resalve this case. \
| ResolutionType*  Problem Solved |
Resolution * issue resoved |
HIE H | Total Time 0 minutes
_2' FI I l In the req ul red Billable Time * 5 minutes E]
information < >

Power has been restored.

~ <

Resolve Cancel

v

3. Choose Resolve

Assign a case to someone else

*  Find and open the case you'd like to assign.

(% CANCEL CASE  r* APPLY ROUTING RULE E+ ADDTO QUEUE [ QUEUE ITEM DETAILS === /

é& Assign
Assign to Team or User ?ox
2. Select WhO You have selected 1 item. To whom would you like to assign it?
youwantto —= g asintome
ass | g n th e Assign the selected Case to yourself.
Assign to another user or team
case to Assign the selected item(s) to the follawing user or team:

3. Choose Assign ——>  ssr | e

1. Choose Assign.
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Microsoft Dynamics CRM Quick Reference for a
Customer Care Representative

Create a new case

A customer care representative can easily create and manage cases
using Microsoft Dynamics CRM.

1. Go to Service > Cases. (How do | get there?)

2. Choose New Case. For a phone support case, choose Phone
Support.

3. On the form, enter the case information.

Select the
account or
customer
and enter
the case
title

Cancelacase  Addacasetoa Assignacaseto Resolve a case

/ / queue / someone else
FHEW 4L CRETEGMOCASE [R CANCELGASE  1* APRLYROUTNGRUE DL ADDTOQUEVE [l QUEVEMEMOETANS 36 asson |00

case
Missing parts (sample) | vow | e 1z | mviogress
O Resewcn Resobve m
Summary
chstoeTans Actmes
AL . | AddPhone Cal ASITask  wee B CUSTOMER DETAILS
- A Dotum Corporption [samgiel
- A. Datum Corporation (sample)
- Missing parts (samge) B e 1omenntdexample com
@ CASOWM-HINGS! A, hone 3550158
Delivery
Add case | et a o cepersion e it
activities e i
pescaurnion [
See what kind of 8 mecow cases
APPUCABLE SUA support the customer e
archupenly @ - is entitled to i
8- P —
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SIMILAR CASES + MERGED CASES CHILD CASES. +

Conceled

Look for similar View merged View or add child

cases cases cases


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

Find a customer

1. In the Customer field, type in a few letters of the customer’s info and

press Enter. If there's no record, choose New and add the customer

info.

2. Choose the Contact lookup button and select an existing contact for

the case or choose New to create a contact record.

2. Enter the
contact's name

1. Enter contact info

Identify (Active)
+ Find Customer ® ol
Find Contact & A Datum Corporation (sample)
) someone9@exampl..  555-0158 A
Find Case
& Adventure Works (sample)
someone3@exampl... 555-0152 =
General & Alpine Ski House (sample)
someone8@exampl... 555-0157
CASE DETAILS % Blue Yonder Airlines (sample)
" someone5@exampl.. 555-0154
Case Title Broken hi
& City Power & Light (sample)
1D B - someone6@exampl.. 555-0155
Subject - = Coho Winery (sample)
someonel0@exam... 555-0159
Customer * = AD
o = Contoso Pharmaceuticals (sample) v
Origin Phone someone7@exampl.. 555-0156
Contact 10 results

Before you create a new case, check for existing ones

From the Identify stage in the process bar, choose the Find Case field

and use the search to find an existing case or choose New to add a case.

~ Identify (Active)

v Find Customer ™
Find Contact

Find Case

&= A. Datum Corpora

Use the search
click to enter
| » & to look for an

CHOOSE AN EXISTING CASE

— existing case

)’ Faulty product catalog (sample)
CAS-00007-P3R... Rene Valdes (sa...

)‘ Faulty product catalog (sample)
CAS-00007-K0... Rene Valdes (sa...

Missing parts (sample)
g p: Pl

CAS-00014-J8G... A. Datum Corp...

)’ Noise from product (sample)
CAS-00016-D6... Susan Burk (sa...

)’ Noise from product (sample)
CAS-00016-G3Z... Susan Burk (sa...

Look Up More Records

5 results

Add activities, phone calls, and notes

*  Choose Activities > Add Phone Call or choose Notes to add your

case activities and notes.

CASE

Faulty product catalog (sample) =

T
v Identify > |
General
CASE DETAILS POSTS ACTIVITIES NOTES
- Ph 1} T e
Case Title* Faulty product catalog (sample) All - | Add Phone Call  Add Task
2] # CAS-00007-P3RIGO
Subject Products You must enter a description
Customer * B Rene Valdes (sample)
Onigin Email

Call with * Rene Valdes (sample)
Direction Outgoing
[ Left voice mail oK Cancel

Look for similar cases

When you're working on a case, you can look at similar cases to see if

they can help you resolve the case you're working on.

1. Choose Similar cases

Case Relationships

SIMILAR CASES
Title

Mo Connection records found.

3. Use the search
to look up similar
cases

2. Choose the + icon

Find Similar Cases

Product catalog requested (sample)
POSTS  ACTIVITIES MOTES

Subject Products -
Search for records o
Case Title

Case Resolution: Infarmation Provided

@
Product catalog requested (sampie) S, Catatog sent andfeetback recorded (sample)

Broduct iommation required [sample] !
< > 1. Sent the catalog to the customer and took feedback.
2. Verbal spproval received and customer feedback recarded.

3.
Completed by First name Last name 5/1/2015 1:06 PM

Feedback on the product catalog (sample)
E Defined and captured critical customer requirements for the product catal..

Completed by First name Last name. 5/1/2015 1:06 M

f Found a Solution] | | Cancel

‘uonne MckKay (sample)

4. Choose Found a Solution



