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Email is the primary form of communication from MS Dynamics Student CRM to Students.
Emails sent from MS Dynamics Student CRM are formatted in enhanced, rich text editing.
The history of Emails sent and received is located in the Contact Timeline and Case Timeline.

A new pop-out Email form was installed In April, 2020 and enhanced in October, 2020. The
following features are now included:

Email - formatting

¢ Pop-out Email window allows the viewing of the Case whilst composing as well as being
able to minimise and maximise the Email form and navigate to another Activity, Record or
Dashboard.

e A Full screen icon increases the size of the editing window.

e The Email automatically saves when clicking Insert Attachment.

e Information from Word and Excel can be copied and pasted into the Email and
formatting is kept.

e A picture can be copied and pasted from Word into an Email.

e Graphics (for example an emoji) can be copied and pasted from Word or Excel into an
Email and displayed in the Email Activity in the Timeline and Open Record.

e A Chart can be copied and pasted from Excel into an Email and displayed using Open
Record.

¢ Rich text editing (formatting) is displayed in the Email Activity in the Timeline and Open
Record.

e Open Record or replying/forwarding to an Email now displays the Pop-out Email form.

Changing the Font

e The default font in an Email Activity is Segoe Ul 9 which can be changed.

e Refer instructions in CRM How to Guide Create and Use Email Signatures to change
the default font in the Email Signature.

Email Attachments

e More than one attachment can be easily inserted into the Email, similar to Outlook.

e Before sending the Email, Attachments are displayed under the Subject.

e At present attached images and PDF files can be previewed before emailing. No need to
download first.

¢ Removing attachments before sending is easier.

Insert Template

o Email Templates are now previewed before inserting into the Email with completed field
codes displayed in the preview.

e The 4 recently viewed Templates are listed under Email templates, Recently used.

e The search is based on the content of the Template Title.

e Itis not possible to sort on Template type or ‘Owner’ (Personal or Whole of Organisation).
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Pictures in an Email

e A picture can be copied and pasted from Word into an Email.

e Graphics (for example an emoji) can be copied and pasted from Word or Excel into the
Email and displayed in the Email Activity in the Timeline and Open Record.

e A picture from a CRM Email Activity can be copied and pasted (Ctrl+V) into another CRM
Email Activity.

Note: If an email is sent to CRM with a picture inserted, the picture is not visible in the

Timeline, Email Activity BUT IS after clicking Open Record.

Hyperlinks
e A hyperlink can be inserted into the body of the email and can be in the form of text or a
picture.

Sign in to MS Dynamics Student CRM

Due to Microsoft changes, from 30th October, 2020 Flinders University will be using a Unified
User Interface when working in MS Dynamics CRM. The Dynamics 365 - custom will no
longer be available.

1. Locate Okta (flinders.okta.com) and click on MS Dynamic CRM as circled below.

- “ microsoft Dynamics

2. Sign into MS Dynamics Student CRM. Signing in for the first time will present the following
screen.
e Type either your user name or FAN:
firsthame.lastname@flinders.edu.au OR fan@flinders.edu.au.

e Click Next to sign in. The prompt ‘taking you to your Organisation’s page’ is
displayed.
e Thereafter, when signing in the FAN will be displayed and click Next to sign in.

Microsoft Dynamics 365

B® Microsoft
Sign in

|E|‘1ai| address, phone number or Skype

Can't access your account?

Back Next
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3. Flinders CRM | Student CRM, Service Agent Dashboard is now displayed.

— B Save As |+ New Vv X Cle:

N Home

[Service Agent Dashboard ]v

(D Rerent NS

Sign Out of MS Dynamics Student CRM

After completing your work, it is a good idea to sign out of MS Dynamics Student CRM and
also close the browser.

1. Click your initials in the Navigation Pane, top right hand corner.

2. Click on Sign out.

Flinders University of South... l Sign out

Diana Prince

d p I diana_prince@flinders.e..

View account

3. The prompt ‘You’ve signed out of your account’ is displayed. Close the browser.
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Locate and select the Case from which the Email is to be sent
1. Ensure the correct view is displayed, for example My Active Cases or My Team’s Active
Cases.
e Created on — the Date and time of the Case Creation is displayed.
e Case Title — lists the names of the Cases.
e Customer — Student’s name.

2. Click on the name of the Case Title to open the Case.

My Active Cases v'

Quick fi

v/ Create... Customer v

d

| 29/09/2020 4). | Summer Holidays

g [Case Title ~v

[ Susan Holton]

3. The Case is displayed.
o CASE Title — is displayed in the top left hand corner of the Case screen.

e CASE DETAILS - includes the Case ID which is automatically created when the Case
is saved.

e TIMELINE — displays all Activities.

Preferred Name, Case Record
4. If the Student has updated their details in Student Two and added a Preferred Name, it
will be visible at the top of the CASE DETAILS, beneath Customer, as circled below.

<« @’ Save & Close I Save & Route - New Save 43 Assign & Comment
Summer Holidays Normal | New  29/09/2020 4:08 PM
Case - Flinders Case v Priority J Status = Created On
Summary Case Measures Related
CASE DETAILS TIMELINE
B Case ID CAS-46501-Z9Z2T1 Timeline + 1=
O Search timeline
Customer [A Susan Holton Preferred | . "
Name
Preferred Name Sue

CRM How to Guide Sending an Email to a Student including Attachment and Hyperlink.docx

October, 2020 Version 4.0

Page 6 of 19

Need help with the CRM? Use the Okta, Service One web form. Find the appropriate form for a Request or Incident and

complete the details.



MS Dynamics Student CRM How to Guide — Sending an Email and with an Attachment and Hyperlink to a Student

Create and Send an Email
1.

Click on the ¥ (Add info and activities) in the Timeline, right hand side of the screen.

TIMELINE
activities

Add info and

Timeline

.

Select Email

E Activity

|

Email

C('.)

Phone Call

Attachment Notifi

FSN Communicatign

E
@ Public Comment

= Note

Internal Comment

Pop-out New Email Form
Maximise the Email Form

2. The New Email Compose form is displayed in the bottom right hand corner of the screen.

Click the maximise button to maximise the form.

Compose
B Send I Attach File Save ™ Insert Template  EZ Insert Signature {4} Create Opportunity o™ Flow
New Email
Email - Enhanced Email -
Email Properties Attachments
From B Admissions
To Susan Holton
Subject
</  Font Sze - B J U £ A- = = B3 =E == %,

Minimise the Email Form

Click the

minimise icon to minimise the Email form. This is displayed in the

bottom left hand corner of the screen. This enables viewing other Activities and information in
the Contact or Case record or navigating to another record or Dashboard. It would be best to

save before minimising. Click the maximise icon to maximise the screen.

Enrolment...

Active
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Sent From Address, To Address and Subject
3. Depending upon which User or Team sends the email, the name in the From: field will
remain as is OR be replaced with a Team name. Refer to Business Processes.

e From: Leave as is OR click the X adjacent to the name in the From field. Type the
beginning of the name to be inserted and select the correct name from the drop down
list.

e To: The Student’'s name and therefore email address should be in the To field.

e Subject: Type the appropriate information for the Subject.

B Send Save @ Save & Close 0 Attach File
New Email Leave as is OR, if needing to insert the Team
Email - Enhanced Email ~~ name, click the X to remove the name in the
From Field, type the new name and select the
Email correct name from the drop down list
[
From B Admissions /
To Susan Holton = €=V The name of the Recipient is
automatically inserted
Cc —
Bec Type the
Subject Enrolment Information < information
Font - 5.+ B U &~ .
Email Contents
4. Click in the body of the email and type the message.
<« SegeUl -~ 12 - B J U &£ A- = = = = = = @ X,
Diear Sue,
Thank you for your enguiry.

Insert an Email Template

Instead of typing the Subject and Email Contents message, a Template can be inserted. Any
existing information in these fields may be overwritten and a prompt is provided to ask if this is
to be accepted.

Any information already typed in the Subject field will be overwritten by the Template Subject
information but with a warning.
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1. Click on

late] Insert Template in the Email Menu.

2. If the Email To field contains an email address the Select Record window is displayed.
(Clicking Select from here will only display the Email Template Type User.)
Click on To and a menu drops down.

3. Click on Regarding from the drop down list.

Select

4. Click

Select.

[[Select Record

for.

Record

Field Name

Select the record you want to select a template

--Select--

Regarding | |

Cancel

5. The Email Templates window is displayed with the 4 most recently used Templates
displayed at the top.

Email templates

Language » English

‘ O Search templates

@ntly used

Defence Reserves Application -
O For Academic
Case

Defence Reserves Application -
O For Student
Case

123 testing an OUA word

O template Graduate Certificate
in Education
User

Case Creation Acknowledgement
Case

o

All templates (A-Z)

[Greeting & signature] reply to
“applied” students

o

J

Select a template from the list to see a preview.
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6. Click in the Search Template field and type some of the letters included in the Template
name. The example below is doctor and displays the Templates with doctor included in
the name.

7. Click on the Template and a preview is displayed on the right hand side of the Email
templates window.

8. Click on Apply template and the contents is inserted into the New Email
form.

Email templates X

Dear .
Language « English e \

Thank vou for vour enquiry regarding vour interest in
2 doctor X studying the [Doctor of Philosophy (Clinical
Psychology)] course at Flinders University.

Search Results
1 0SR Doctor of Medicine Email 1. Course information
o Signature
g
User For detailed information including course structures,

entry requirements and fees on this postgraduate

FI - [HDR] Doctor of Education course, please kindly visit the following link:

O eng reply
User

Doctor of Philosophy (Clinical Psvchology)

@® (Clinical Psychology) eng reply
User 2. Academic entry requirements, English language

Fi - [HDR] Doctor of Philosophy ]
requirements and additional requirements (if any)

You are highly recommended to download and read
the Postgraduate Psychology Application Guide as
it contains vital information on this Higher Degrees

@searﬂl program. /

Note: When a template is inserted it could replace any text in the Subject field and also
add to the content of the Email, as per the prompt below. Clicking OK overwrites the
subject information and adds to any existing Email content; clicking Cancel leaves the
subject information as is and adds to any existing Email content.

Apply Template X

Do you want to replace the subject line in the email message
with subject line in template ?
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Send the Email
1. Click Send in the Email Menu, top left hand corner of the screen. The Case

Timeline is displayed. The screen may need to be refreshed by clicking the
Refresh icon in either the Navigation Menu or the Case Timeline.

Enrolment Information

B Send Save @& S

Enrolment Information
Email - Enhanced Email ~~

Case Timeline, Email Activity

e The Email Activity is displayed in the Timeline. The Ff icon and Closed
icon represent the Email has been sent. The Reply, Reply all, forward and Open Record
icons are displayed on the right hand side of the Email Activity.

e Click on the Email Activity to expand and view the contents of the email in the Timeline.

l Flerom Flinders Default Queue - Email to Opportunity test [ S % >
Course information UAT:06540000218
Dear Sue,

Thank you for your enquiry.
Please find attached the information you requested.
Regards,

Diana

Summer Holidays

= Course Details.docx

406 PM

¢ Resting the mouse on the Email Activity displays the Reply, Reply All, Forward and

Open Record icons.
S 9> H

e Click on these icons to achieve the purpose.
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Send an Email with an Attachment

Attach a Document
A document can be attached to the Email sent from MS Dynamics Student CRM. The Email
automatically saves after clicking on Add attachment.

1. Refer to and complete Steps 1 to 4, Create and Send an Email starting on Page 7 to
create the email but it is not sent immediately.

2. Click on 0 Attach File

Save email window is displayed.

in the Menu Bar, left hand side. [If the Email has not been saved the

3. The Email automatically saves.

4. The Open window is displayed.

5. Click on the file to be attached OR hold down the Ctrl Key and click the files to be attached
OR if adjacent to each other, click the first file, hold down the Shift Key and click the last
file to be attached to select all.

The selected files are covered in blue and their names displayed adjacent to File name:
bananas.PNG

@ Camera Club Information.docx
@ Camera Club Subject confirmation.docx
@ Course Details.docx
E35) CRM Data.xlsx

@ CRM Upgrade Attached from CRM Case Email Testing docx
@ CRM Upgrade Attached from Outlook Testing. docx

7= CRM Upgrade.docx

File name:

"CRM Upgrade.docx” "bananas.PNG" "Camera Club Information.doc ~ | All Files (%.%)

26/09/2019 11:57 ...

29/10/2018 11:51 ...

Cancel

6. Click Open in the bottom right hand corner of the Open window.
7. The attached files are displayed beneath the Subject line.

B Send Save @' Save& Close (O Refresh [ AttachFile [ Insert Template | » CZ Insert Signature B2 Process €& Create Opportunity £ ConvertTo
New Email Normal =~ --- Draft Wendy James
Email - Enhanced Email Priority Due = Status Reason & Owner
Email Related
From B Admissions
To [ susan Holton
Cc
Bce
Subject
‘S Select = SelectAll Tl Sort
bananas.PNG Camera Club Information.docx Camera Club Subject confirmat...  : Course Details.docx
No No e No @ No
152,130 14,298 14,298 14,298
CRM Dataxlsx CRM Upgrade Attached from CRM Upgrade Attached from : CRM Upgrade.docx
o o o o
8812 14,298 14,298 14,298
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Remove an Attachment

1. If afile is attached in error, click the EI elipses adjacent to the attached file.
2. Menu drops down.

3. Click on Delete.

: S 1
Flinders University Map a... g

=4 @ Export Selected Records
Preview

+  Download

i Delete

View the attached file before sending
At present attached images and PDF files can be previewed before emailing or downloading.

1. Click the E elipses adjacent to the attached file.

2. Menu drops down.

3. Click on Preview. Click the X of the preview to close.

bananas.PNG .
o B

152,130 g1 Export Selected Records

Preview

il Delete

Send the Email with Attachment

1. Click Send in the Email Menu, top left hand corner of the screen. The Case
Timeline is displayed. The screen may need to be refreshed.

Enrolment Information

B Send Save @& S

Enrolment Information
Email - Enhanced Email ~~
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1.
2. The Case is now displayed.
The Email Activity is displayed in the Timeline.
Click on the email to view the contents in the Timeline.

@ EZ Email from Admissions A BB
11:56 AM
Enrolment information UAT:06540000197

Dear Sue,
Thank you for your enguiry.
Please find attached the information you requested.

Regards,

IH Course Details.docx

Closed

Exiting the Email without Saving

1. If the Email was created in error and does not need to be saved, click the X in the top right
hand corner of the window.

2. The Are you sure you want to close this email? window is displayed.

Are you sure you want to close this email? ><

Your message will be lost if you don't save.

3. Click OK. The Email will not be saved as a Draft in the Timeline.

Note: If you clicked the X in error, as per step 1 above, and the above prompt is displayed,
click the X to the right of Are you sure you want to close this email? to return to your Email.

Exit the Email with Save & Close — Draft Email
Saving and not sending the Email will create a Draft Email in the Contact/Case Timeline.

1. Click on &’ Save & Close| Save & Close in the Email Menu Bar.

2. The Email will save and close and is displayed in the Contact/Case Timeline. The
Refresh icon in either the Navigation Menu or the Case Timeline.
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3. The Draft Email is distinguished by only having the Open Record icon on the right
hand side of the Email Activity and Active icon at the bottom of the Activity, as
circled below.

TIMELINE
Timeline + 1=

L Search timeline

Enter a note... (]
@ =% From Admissions =
g5 Camera Club Information.docx
g5 Camera Club Subject confirmation.do...
+6 Attachments
Active 5:24 PM

4. Click the Open Record to continue working on the Email.

Note: If the Email Activity needs to be deleted please log a ServiceOne ticket requesting this.

Insert a Hyperlink as Text or Picture

If needed, a hyperlink can be inserted as text or a picture in the body of the email. Ensure the
Web Page in the link is accessible to the Student.

Text Hyperlink

Using a hyperlink in an email is helpful to send a link to a Student instead of attaching a file.
These instructions explain how to insert text which if formatted as a hyperlink. Ensure the
Web Page in the link is accessible to the Student.

1. Refer to the instructions Create and Send an Email starting on Page 7 to create the
Email.

2. Click Save in the top left hand corner of the Email Ribbon avoid loss of
information if navigating away from the email, for example in step 6 below.

3. Position the cursor where the hyperlink is to be inserted.

4. Click onthe "2/ link icon (resembles a chain) in the Email formatting ribbon. The Link
command window is display, Link Info tab.
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5. Type the information beneath Display Text. This is what the Student will see and click in
the email.

6. Beneath URL type the URL or copy and paste from the website. This is the link embedded
in the text displayed which the Student will click.

Link

Link Info Target Advanced

Display Text
LIft Off! Flinders welcomes Space Agency

Link Type
URL v
Protocol URL
https:ff ¥ news.flinders.edu.au/blog/20158/12/12/lift-off-flinders-welcon

7. Click on the Target tab.

8. Click on the area beneath Target and select New Window (_blank), depending how the
web site is to open.

x
Link
Link Infe Target Advanced
Target
Mew Window {_blank) ¥

J

Cancel

9. Click OK. The text typed in step 5 above is displayed in the Email.
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Picture Hyperlink

Using a hyperlink in an email is helpful to send a link to a Student instead of attaching a file.
These instructions explain how to copy and paste a picture and format this picture as the
hyperlink. Ensure the Web Page in the link is accessible to the Student.

Copy the image to be pasted into the CRM Email
1. Refer to the instructions Create and Send an Email on Pages 7 and Error! Bookmark
not defined. to create the Email.

2. Click Save in the top left hand corner of the Email Ribbon avoid loss of
information if navigating away from the Email, for example in step 3 below.

3. Locate the picture on the Web Page to be linked, right mouse click on the picture to be
copied and left mouse click on Copy image.

Cpen image in new tab

Save image as.

Copy image

Copy image address

Search Google for image

Inspect

Ctrl+5Shift=|

4. Switch to the CRM Email message, position the cursor where the hyperlink is to be

inserted.

Paste (Ctrl+v) the picture into the body of the CRM Email.

5. Click on the picture to select it and click on the ] picture icon in the formatting ribbon.
The Image window is displayed (or double click the picture).

Image

URL

| https://news.flinders.edu.au/wp-content/uploads/2018/12/crab-nebula.j

Choose file | No file chosen

Preview

Target URL

Target

=not set= v

Alternative Text

Astronomers produced this dramatic an

Width Height
1200 300

ac

Alignment
* None Align Left Align Right
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6. URL, Link tab —leave the URL inserted here.

7. Width and Height — click beneath Width and type 300.
Press the Tab key and the Height field will automatically be filled.

8. Target URL — copy and paste the URL where the picture was copied.

9. Target- click on the area beneath Target and select New Window (_blank), depending
how the web site is to open.

Image

URL

https://news.flinders.edu.au/wp-content/uploads/2018/12/crab-nebula,jpg

Choose file |MNo file chosen

Preview

Target URL

https://news.flinders.edu.au/blog/2018/

Target
New Window (_blank) v

Alternative Text

Astronomers produced this dramatic an

Width Height
300 200

ac

Alignment
* None Align Left Align Right

10.Click OK at the bottom of the Image Properties window.
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Version Control
Version .
Number Version Date Changes
2017 Original Notes

2.0 October, 2018 MS Dynamics Student CRM
Updated pictures as per the new version.

Need to select Customer Service Hub from the Navigation
Pane.

3.0 November, 2018 | Uploaded to iEnrol.

4.0 November, 2018 | Included instructions on inserting a hyperlink and renamed the
document appropriately.

Uploaded to FLO.

5.0 December, 2018 | Included information on inserting a picture hyperlink.
Updated the assystNET link in the footer to reflect the new
assyst form named ‘I have a problem or request with MS
Dynamics Student CRM’.

6.0 February, 2019 | Added instructions on how to insert an Email Template.

7.0 March, 2019 Updated for the April Upgrade. Uploaded to FLO.

8.0 May, 2019 Preferred Name information inserted. Uploaded to FLO.

9.0 October, 2019 Updated to reflect changes made in the October, 2019
upgrade. Uploaded to FLO

1.0 April, 2020 Updated for the April Upgrade. Uploaded to FLO.

2.0 July, 2020 Footer updated as AssystNET has been replaced by Service
One. Uploaded to FLO.

3.0 October, 2020 Updated for the October Upgrade. Uploaded to FLO.

4.0 October, 2020 Updated for the Unified User Interface. Uploaded to FLO.
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Need help with the CRM? Use the Okta, Service One web form. Find the appropriate form for a Request or Incident and

complete the details.

Page 19 of 19



	Sign in to MS Dynamics Student CRM
	Sign Out of MS Dynamics Student CRM
	Locate and select the Case from which the Email is to be sent
	Preferred Name, Case Record

	Create and Send an Email
	Pop-out New Email Form
	Maximise the Email Form
	Minimise the Email Form

	Sent From Address, To Address and Subject
	Email Contents
	Insert an Email Template
	Send the Email

	Case Timeline, Email Activity
	Send an Email with an Attachment
	Attach a Document
	Remove an Attachment
	View the attached file before sending
	Send the Email with Attachment
	Exiting the Email without Saving
	Exit the Email with Save & Close – Draft Email

	Insert a Hyperlink as Text or Picture
	Text Hyperlink
	Picture Hyperlink

	Version Control

