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Email is the primary form of communication from MS Dynamics Student CRM to Students as
well as to Flinders University Staff who do not use MS Dynamics CRM. The history of Emails
sent and received are located in the Case Timeline and Contact Timeline.

A hyperlink can be inserted into the body of the email and can be in the form of text or a
picture. More than one attachment can be included.

Refer to the User Guide CRM How to Guide Sending an Email to a Student including
Attachment and Hyperlink for these instructions.

In October, 2020 Microsoft improved the access to Email Templates as well as making the
creating and editing of Templates more user friendly as the new / edit Template screen
display is similar to an Email so as to see the true effect immediately.

The instructions below explain how to create, edit and use an Email Templates which are
extremely useful for inserting standard information into an Email.

Hyperlinks, Images, Tables and Attachments can be included in the Template and
described on Page 12.

CRM How to Guide Create and Use Email Templates.docx October, 2020 Version 1.0 Page 3 of 21
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 — Create and Use Email Templates

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.

.i“ Microsaft Dymamics

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:
firstname.lasthame@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

BE Microsoft
Sign in

|Emai| address, phone number or Skype

Can't access your account?

Back

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

— B Save As |+ New Vv X Cle:

M Home -
[ Service Agent Dashboard ]./
(D Racrant N
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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.

(dp)

e

Flinders University of South... l Sign out

Diana Prince

d p | 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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View and Open an Email Template
Templates

¢ Email Templates contain standard information which can be inserted appropriately into an
Email sent to either to a Student or a Flinders University Staff member who does not use
CRM.

e Template System View allows viewing by Category.

o Permission level Individual — only seen, edited and used by the creator.

e Permission level Organisation — seen, edited and used by any Flinders University Staff
member who uses MS Dynamics CRM.

e An existing Email Template can be duplicated by Starting with Existing Template. Refer to
Start with existing templateError! Reference source not found. on Page 16.

e Click in the Search Template field and type some of the letters included in the Template
name / title displays Templates with this information.

View existing Email Templates

The option to use the E"} Cog symbol in the top right hand corner of the Navigation Menu is
still available but as of October, 2020 Microsoft provided access to Email Templates in the
Navigation Pane.

1. Click on Email Templates at the bottom of the Navigation Pane, left hand side of the
screen.
# Flinders

= € & Save As T New X Clear Default (D Refresh All
(o}

Service Agent Dashboard v
® Recent v

# Pinned s My Team's Active Cases

My Work
| # Dashboards

Activities

El Help Guide

Customers

A Contacts

Templates

Service

P Cases

Devices

3 10T Aler [# Email signatures
L [+ erts

© Devices

Knowledge

B Knowledge Artfliles
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2. My Email Templates System View is displayed.

& [ ShowChart -+ New v [i] Delete () Refresh 2 Email alink v Run Report v/

All Email Templates v Y Quick find L

Vv Title T v Template T... ~ | Viewable By ™ | Langua... | Repl... v Ope... ~ | Sent email... »» Recom... v

Email Template System Views
3. Click on My Email Templates System View. The different System Views are displayed.
Click to the select appropriately.

Click the EI Pin icon to pin the System View making it the default view.

All Email Templates v

System Views

All Email Templates

All Language Email Templates
Email Templates for Case

Email Templates for Lead

Email Templates for Opportunity

Email Templates Sorted View

W% oW W oW wou

My Email Templates

Open an Email Template
4. Click on the name of the template to open it and view the contents.

If editing a template, click Save as you work and then g" Save & Close| gaye and
Close Menu Bar.

If viewing, click the Go Back arrow beneath Flinders CRM to exit without saving.
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Create a New Email Template

Note that the Email Template can be saved at any time by clicking Save in the Menu
Bar. This is helpful so as not to accidentally lose any information.

A Template can be created using a blank Template form (
Start with blank template on Page 8) or using an existing Template Form (Start with
existing template on Page 16). Both instructions are described below.

Permission level

¢ Individual — only seen, edited and used by the creator.

¢ Organisation — seen, edited and used by any Flinders University Staff member who uses
MS Dynamics CRM.

Category (previously referred to as Template Type)
e Selecting the Category assists in the available dynamic text and locating the Template
from the Email Template System Views.

Start with blank template
1. Click on Email Templates in the Navigation Pane.

2. Click on New in the Menu Bar OR click the drop down arow adjacent to New and
click on Start with a blank template.

& [ Show Chart [ Delete | ~ () Refresh 2 Emailalink = il Run Report
All Email Templates v Y  Quick find pel

Vv Title T v Template T... v | Viewable By v | Langua... ™| Repl... v Ope.. | Sent email... v | Recom... v

OR
-+ New | ~ | [i] Delete () Refresh

signatul [ Start with a blank templ...

=] Start with existing temp...

3. The Create an email template form is displayed.

Create an email template I X
Template name
Permission level Individual
Category * User
Language English
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ok

Type the Template name.
Select the correct Permission level (Individual — for you only; Organisation — available

to all Flinders University CRM Staff users).
6. Select the correct Category by clicking on User (the current) and clicking on the correct

option. Category assists in the available dynamic text and locating the Template from the

Email Template System Views.

7. Click on Create.

8. The Email Template form is displayed.

Create an email template ]

Template name

Permission level

Bus information

Organization

Category

Language

User

Campaign Activity
Case

Contact
Contract
Invoice

Lead
Opportunity
Order

Quote

Service Activity
System Job

*
Account

Category

Language

Template name

Permission level

*

Create an email template

* | Bus information

Organization
Case

English

e Description — information about this template as to why it has been created and how it

is to be used. This is not inserted into the Email.

e Subject - this is the information which will be placed in the Subject of the Email.
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¢ Email Content — type the contents of the Email which will be inserted into the Email
and can also be edited when inserted into the Email, for example typing the name of
the Recipient who does not use CRM (refer to the how to guide CRM How to Guide
Forwarding a Case from CRM).

&« Save @ Save & Close -+ New

Bus Information
Email Template

Template Related

Details

Name

Permission level
EICategory

Language

Description

Template editor

Subject

¢ 5Sego.. - 9 -

Bus Information

Individual

Case

English

Bus information for Students do they can easily move between campuses

Bus information

~ il Delete (O Refresh

0 Attach file

<f

Insert information

1. Click in the body of the Email and type the information to be included.
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Insert Dynamic Text (previously referred to as Data Fields)

Fields from CRM Records, for example First Name or Last Name or Preferred Name or
Case Title, can be inserted into the Template. The Data Fields can be inserted in the Subject
as well as the contents of the email. A second field can be inserted into the Template in case
the first field is empty, for example, if Preferred Name has not been entered in a Contact
Record then First Name will populate after Dear in the Email, as shown in this how to guide.

1. Click in either the Subject area or contents of the email and place the cursor where the
Data Field Value is to be inserted. For example, inserting the Case Title in the Subject
field or Contact Preferred Given Name or First Name after Dear which is the example used
below.

2. Type any text (this can be typed after the insertion of the Data Field Value as well).

3. Click on [’ Insertdynamictext| |hsert dynamic text in the Menu Bar. The Edit dynamic
text pane is displayed.

Record type

4. Click on the field beneath Record type and select the appropriate option. This will
determine which fields are available, for example Contact.

Field name/s

5. Click on the drop down arrow beneath Field name and scroll down to locate the field to be
inserted, for example Preferred Name.

6. In the event a field is empty in the CRM Contact Record, for example Preferred Name,
another field can be added, for example First Name. The first valid field will be inserted
and then the second field ignored or vice versa.

Click |+ Add data field Add data field. Complete steps 4 and 5 above and insert the
appropriate Field name, for example First Name.

Default text

7. Information in the Default text field will be inserted if the select field is not filled in the CRM
record, for example Responsible Academic or College, therefore ensuring blank space is
not displayed after information.
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8. Click on Insert (as circled above). The Edit dynamic text pane is closed and the field
inserted into the Email Templ

Edit dynamic text X

Dynamic text will appear in the order of the following list. If a data field
is unavailable, the next available one will populate.

-+ Add data field

Record type Field name
Contact ' l ’ Preferred Name N
Contact e l ’ First Name ~
Default text l

[

Insert Cancel

9. The fields are inserted into the Email Template. Repeat steps 3 to 5 on Page 11 above to
insert more fields as applicable.

Dear {IContact:Preferred Name;Contact:First Name;},

Format the Email Contents

1. Select the text to be formatted.
2. Click on any on the icons in the Email Formatting Toolbar.

Insert Hyperlinks
A hyperlink can be to a URL (web page) somewhere in the Email, an Email address or phone
number. Type the text to be displayed, select the text and type or copy the web address.
1. Type the text to be displayed and clicked, for example Flinders University Loop bus

information.

2. Select the text.
3.  Clickonthe Link icon in the Email Formatting Toolbar.
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Link Info tab

4. Display Text: The selected text is displayed in the Display Text field. This is the
information to be seen in the Email.

5. Link Type: Click on the current option and select the type of link from the drop down list.

6. Protocol: Click on the current option and select the correct Protocol from the drop down
list.

7. URL: Click beneath URL and type, or copy and paste for accuracy, the web address.

Target tab
8. Click on the Target tab.

9. Target: Click on the current option and select the manner in which the link will open from
the drop down list, for example a new browser window will open.

10.Click OK.
Link Lin

Link Info Target Advanced Link Info ' Target Advanced
Display Text ] arget

|

Flinders University Loop bus informatiorl <not set>

- 4

<not set>
Link Type <frame>
URL v <popup window=>

New Window (_blank)
Topmost Window (_top)
Same Window (_self)
Parent Window (_parent)

URL

www.flinders.edu.au/campus/bedfc

Insert Images

An image can be included from a file (Embedded image) or from a websites (URL)
Embedded Image

1. Position the cursor in the correct location in the Email Template.
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2. Click on the Image icon, Email formatting toolbar.

3. Click on Choose file.

4. Locate the file to be inserted, click to select and click on Open to insert.
5. Width and Height: change the width and height to an appropriate size.

6. Click OK.

Image

URL

embedded image

Choose file | Flinders University Map.png

Preview Target URL

Target
=not set= v

Alternative Text

Width Height "

’ 6 C
797 851
Alignment

® None O Align Left O Align Right

Website (URL)
1. Open the web address with the picture to be inserted.

2. Right mouse click on the picture and left mouse click on Copy image address, making
sure it is not copyright.

3. Position the cursor in the correct location in the Email Template.

4. Click on the Image icon, Email formatting toolbar.
5. The Image form is displayed.
6. URL: Paste the copied image address in the URL field.

7. Width and Height: change the width and height to an appropriate size, for example
300 for width and pressing the tab key will automatically set the height.
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8. Click OK.

Image

URL
https://news.flinders.edu.au/wp-content/uploads/2020/10/hoverfly-1.jpg

file Mo file chosen

Preview Target URL

Width Height
454 300

ac

Alignment
® None O Align Left O Align Right

Edit an image

1. Double click on the image.

2. The Image form is displayed.

3. Edit any information and click OK.

Delete an image

1. Click on the image to select it.
2. Press delete on the keyboard.

Insert Tables

1. Create and format the table in a Word document including the colours, width and margins
of columns as this cannot be done in the Email Template.

2. Copy and paste into the Template.

3. Insert the Field Codes in the Template which entails completing the insertion of each Field
Code in each cell, moving the cursor to the next cell and repeating the insertion of each
Field Code.

Save and Close

1. Click on the B’ Save & Close| gaye & Close Menu Bar.
2. The Email Template is displayed in the appropriate System View.
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Start with existing template

Instead of creating a new Email Template, the contents of an existing one which contains the
majority of the information can used to create a new Email Template.

1. Click on Email Templates in the Navigation Pane.

2. in the Menu Bar Click on the drop down arrow adjacent to New and click on
Start with existing template.

-+ New il Delete () Refresh

sighatut [ Start with a blank templ...

2] Start with existing temp...

3. The Create a new email template window is displayed.
4. Click on the template to be ‘copied’. The details are displayed on the right hand side of the
window.
5. Click Select.
:

Search ol Y Filter B

Case Creation Email - One-on-... Case Escalation

Case Resolution Email Change to Study Plan Title
Case Creation Email - One-on-ohe
appointments - Domestic
Template Type
Closed Case Acknowledgement Copying Case Creation Email -... E) o) sy
* 4 3
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6. The new Email template is displayed with the name of the copied template and — Copy at
the end. Rename as appropriate in the Name field.

7. Complete all the details as needed and @ Save & Close| gaye & Close.

Make Template Available to Organisation or Revert to Personal Template
1. Locate and open the Template.

2. Permission level: Click on the current selection, for example Individual and it will change
to Organisation and vice versa.

& H Bsave g SavedClose -+ New | ~  [i] Delete () Refresh [ Attachfile <~

Bus Information
Email Template

Template  Related

Details
Name “  Bus Information
Permission level Individual
£ category “ (Case
Language “ English
Description Bus information for Students do they can easily move between campuses

Save and Close

]
1. Click on the Save & Close| gaye & Close Menu Bar.

2. The Email Template is displayed in the appropriate System View.
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Inserting an Email Template into a CRM Email Activity

Refer to the how to guide CRM How to Guide Sending an Email to a Student including
Attachment and Hyperlink for instructions on sending an Email from CRM.

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.

lSeIect Record

for.

Field Name

Record

Select the record you want to select a template

--Select--
To

Regarding | |

Cancel

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

displayed at the top.

7/

Email templates |

Language » English

O Search templates

ently 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

hvd

Case Creation Acknowledgement
Case

@]

All templates (A-Z)

0O [Greeting & signature] reply to

"applied" students -

Sel

*

template from the list to see a preview.

Apply template
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Click in the Search Template field and type some of the letters included in the Template

name / titte. The example below is doctor and displays the Templates with doctor included

6.
in the Template name / title.

7. Click on the Template and a preview
templates window.

8.

is displayed on the right hand side of the Email

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

Email templates

Language « English
1O doctor
Search Results -
e 1 05R Doctor of Medicine Email

Signature
User

Fl - [HDR] Doctor of Education
eng reply
User

@]

x

car ,
hank vou for your enquiry regarding vour interest in
tudying the [Doctor of Philosophy (Clinical
svchology)] course at Flinders University.

. Course information

or detailed information including course structures,
try requirements and fees on this postgraduate

ourse, please kindly visit the following link:

octor of Philosophy (Clinical Psychology)

Fi - [HDR] Doctor of Philosophy
(Clinical Psychology) enq reply
User

]

. Academic entrv requirements, English language
equirements and additional requirements (if any)

‘ou are highly recommended to download and read
he Postgraduate Psychology Application Guide as
t contains vital information on this Higher Degrees
v Research program.

Apply template Cancel

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 so if inserting a template when

replying or forwarding ensure the cursor

is in the correct location.

Apply Template

Do you want to replace the subject line in the email message
with subject line in template ?

X

Cancel
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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.

B= Send Save : Attach

Enrolment information
Email - Enhanced Email -
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Version Control

Version
Number

Version Date

Changes

1.0

February, 2019

Original Notes

2.0

March, 2019

Updated for the April Upgrade. Uploaded to FLO.

3.0

July, 2019

Added information about Copying an Existing Email
Template on Page 12.

4.0

October, 2019

Updated for October Upgrade. No changes made.
Uploaded to FLO.

5.0

December, 2019

Updated information about Email Template Type on Page 7
and Inserting an Email Template into a CRM Email
Activity starting in Page 13.

Included information about Format the Email Contents on
Page 11 and Insert Hyperlinks on Page 11 and Insert
Tables on Page 11.

Included a link to the notes CRM How to Guide Sending
an Email to a Student including Attachment and
Hyperlink on Page 14.

Included information about Standard Service Module -
Inserting an Email Template into a CRM Email Activity
on Page 16.

Uploaded to FLO.

6.0

January, 2020

Updated instructions regarding Field Codes for Preferred
Given Name and First Name on Pages 9, 10 and 11.
Included information about Insert Images on Page 11.
Updated information about Insert Tables on Page 11.

7.0

April, 2020

Updated for the April Upgrade. Uploaded to FLO.

8.0

July, 2020

Footer updated as AssystNET has been replaced Service
One. Uploaded to FLO.

9.0

October, 2020

Updated for the October Upgrade. Uploaded to FLO.

1.0

October, 2020

Updated for the Unified User Interface. Uploaded to FLO.
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