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Agenda

« (Generic enhancements
 Dynamics 365 Sales
 Dynamics 365 Customer Service
 Dynamics 365 Field Service

RSM
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Generic enhancements




Generic enhancements — early access

e Duplicate detection for Ul automatically enabled

 Merge records for Ul automatically enabled

 Improved global relevance search experience in
model-driven apps

RSM
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Generic enhancements — early access
Search Quick Actions

Dynamics 365 Customer Service Hub 2 angel
Contacts
= Knowledge
P A O Search articles @ Angel Castellar A ' ©®

(© Recent v E Appointments
5 Pinned s @ Onsite Meeting with Angel v X

You haven't searched for anything yet.

My Work @ Meeting with Angel K
% Dashboards

Phone Calls
IEI Activities

@ Introduction Call Angel Castellar | v X
Customers

@ Call with Angel about project K

Accounts

Q Contacts @ Call with Angel regarding Flexband A 4

Saocial Profiles Email Messages Email a Link

Service e Email from Angel X O @

&2 Cases Show more results for angel

[ Queues

RSM
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Generic enhancements — early access
Search Quick Actions

Dynamics 365 £ angel X SAN D BO

= < Search results

@ Home
® Recent v Topresults Contacts (1)  Phone Calls (10)  Appointments (3)  Email Messages (2)  Cases (10)  Attachments (1)
2 Pinned ~ Shewing 20 of 27 results for angel in Customer Service Hub. Did you find what you were looking for? Yes No
My Work Contacts
% Dashboards Full Name Company Name Address 1: City Address 1: Phone Business Phone Email
El Activities R
Angel Castellar A w5 A, Datum Corporation (s... New York 545-5355-0158 angel.castellar1984@gm...
Customers Angel Castellar
Show more
Accounts
A Contacts Phone Calls
Social Profiles R . L. N
Subject Activity Status Priority Due Created By Regarding
Service Introduction Call Angel Castellar | Completed Normal 12/4/2020 3:20 PM Dian Taylor Angel Castellar
& Cases . .
2nd Follow Up Call with Angel Castellar Open Normal 12/6/2020 3:23 PM Dian Taylor Angel Castellar
) Queues -
Call with Angel regarding Flex... I/ X 5 I Open Normal 3/10/2020 1:30 PM Dian Taylor Angel Castellar
[3 Set Regarding
Call with Angel regarding Maint. Contract Normal 3/21/2019 6:00 PM Dian Taylor Angel Castellar
A, Assign
&>  Expired Process Show more ® J
&0 New Process £ Email a Link
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Generic enhancements — early access

Actions available

Assign, Share, Email a link

Assign, Share, Email a link

Appointment Mark complete, Cancel, Set Regarding, Assign, Email a link

Mark complete, Cancel, Set Regarding, Assign, Email a link
Phone Call Mark complete, Cancel, Set Regarding, Assign, Email a link
Cancel, Set Regarding, Email a link

Any custom table Assign, Share, Email a link

m — > =
= & Q o o
() =~ =) o =
—. — (@] o
Q S
=1
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Generic enhancements — early access

o UX improvements in
mobile app

e \iews
e Sorting
e Search bar

e Forms
« Tabs - scrollable
e Command bar

from bottom

© 2021 RSM US LLP. All Rights Reserved.

Old

New

New Lead by Matt
New Lead by Matt
Opportunity - Opportunity
Status Reason New N Opportunlty ' Opportunlty E
SHEED L Status Reason New N
Est. Revenue $225,000.00 Est Cl b
Weighted Revenue  $56,250.00 oL R EL
Est. Revenue $225,000.00
[ ©® O Weighted Revenue ~ $56,250.00
1-Qualify 2-Develop (24 D) -Propose
G)
RSM Main Sales Process A d
m fab Active for 24 days 2-Develop (24 D) I
) Opportunity ID _
Summary Tab Approval History Produ
LD000000095
Name? & Opportunity ID
New Lead by Matt
LD000000095
Account
*
@ Silent Falcon ,O Name
Contact New Lead by Matt
Joe Smith ,O Account
Lead Source Silent Falcon yel
jo)
o Contact
= .1 _|_
Save Save & Close New More E EJ _|_
Save Save & Close New More

RSM




Generic enhancements — early access

« UX improvements in " o 4
mObile app Good prospect

Opportunity - Opportunity

* Views (- -
« Sorting -
e Search bar g &2
e Forms e QoG HidSevie B Time
 Tabs - scrollable
e Command bar from * NowQute
bottom

e Grids

RSM
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Generic enhancements — early access

Business process flow
Improvements in mobile

© 2021 RSM US LLP. All Rights Reserved.

Qld

New

< R
New Lead by Matt
Opportunity - Opportunity

Status Reason New

Est. Close Date

Est. Revenue $225,000.00
Weighted Revenue  $56,250.00

_|_

& © O

1-Qualify 2-Develop (24 D) 3-Propose

< P+

New Lead by Matt
Opportunity - Opportunity

Status Reason New

Est. Close Date

Est. Revenue $225,000.00
Weighted Revenue  $56,250.00

Summary Tab

=] Opportunity D
LD000000095

Name*

New Lead by Matt
Account

S Silent Falcon

Contact

Joe Smith

Lead Source

B & +

Save Save & Close New

More

o

2-Develop (24 D)

Summary Tab Approval History

& Opportunity ID

LD000000095

Name*

New Lead by Matt
Account

Silent Falcon

Contact

=] & e

Save Save & Close New

Produ

More

RSM




Generic enhancements — early access

Multi-line text controls expand in quick view forms

Dynamics 365

= B sae  OF save &Chse FNew 2 OpenOrgOun |2 Daactwate R Conmat
@ Home
Adventure Works {(sample)
0) Beoent v Account
$50,000.00 4,300 CIMUSEr CATRISET
2 Preced ~ A rasal Parvanise (umizer of Errelesven ~ar -

My Viork summary  Dotails  ®elated

#  Durhboards
ﬂ Byt il

Freight Teems

Cunitormens
¥ Primary Conlar l
I8 rccoum:
8 Contscts S Fist Name ' Nancy
R sccal Profilea g B
=LA Nome Anderzon (sample)
Service £ Emai someons_cBemmple com
& Caoes = Mabike Floew
B Qosss o o=
C Company (R Adventure Viorks (sample)
Krraludgs = Dwsorigtian MNancy Works in sales and procumment. Works out of the Ssattle offics but also

works out of the Portiand Oregon beanch N N

B <owicoge Ance: ! RShA
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Generic enhancements — early access

Improved navigation

RSM
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Generic enhancements

Demonstration
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Generic enhancements — what else is coming?

Model-driven app in-app notifications
Preview April 2021 | GA June 2021

nslomer Senace Hut

2 Notificktions

- E s "
» e wTYR 8y x
o A. Datum Corporation (sample) $30,000.00 § | () Account updated
Account Y A De rEOLalhon acout wen
Summary details Related Open account

TION TIMELINE

o Rene Valdes (sample)
SOme vk oM

A Datum Coporation (sampie)

$55-0158

© 0 6 ©

n Service

RSM
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D365 Sales




Sales enhancements — early access

Enhanced personal ———
Settings = &  EdshowChart + New | v [ Delete | ~ () Refresh I

@ Home .
All Email Templates v
® Recent N
v Title T Template Type Viewak
%7 Pinned 4
Account Reconnect Account Orgal
Personal settings . ) )
Bulk Deletion Task Completed With Failure Tem| System Job Orgal
‘ ..} Email templates
Bulk Deletion Task Completion Template System Job Orgal
D Email signatures
Bulk Deletion Task Failed Template System Job Orgal
® Insights
Case Auto Response Case Orgal
Change area
Case Escalation Case Orgal
Sales
App Settings Closed Case Acknowledgement Case Orgal
Sales Insights settings Contact Reconnect Contact Orgal
Vendor Management Contract Expiration Notification Contract Orgal
\/ Personal SEttlngS P PR SRS SR S U i S [ R PR S LI PP LT
Help and Support All # A B C D E F G H I J K
E Personal settings < 1- 29 of 29 (0 selected) I B
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Sales enhancements - what else is coming

Early access
 Enhanced personal settings

Public preview April 2021

« Automation and adaptive sequences
 Personalize work queue

* Pipeline manager workspace

RSM
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Sales enhancements - what else is coming
Pipeline manager work space

Q -+ New opportunity 3] Export to Excel Last updated: 20 minutes ago a Recalculate data
ey

o) All Opportunities P9 Hybrid ~ @ Q3 FY2020 (07/01/20 - 09/30/20) ~ <7 Filters
Leads

R Pipeline View deals (2) Lost View deals (1) Committed View deals (5) Best case View deals (4)

S 392.94K o $40.46K $231.68K = $254.25K o+

Opptys. Deal Tracker  Sales Funnel Pipeline Flow [0]

Today: Aug 26
Accounts 100

20
sl Jul 18 Aug 6 Aug 24 Sep 10 Sep 30
OStrong OFair O Needs attention O Closed
Opportunities list I= Groupby & Hide columns O Search
Settingt
@ (2 Topic Account Est. close date i Est. revenue Contact Status Relationship score
Help ) . - - 10 B Guy H
Expressed interest in Azure capacity 9 Margies Travel 92772020 $30,960.00 & Guy Hawkins Open » 45
Azure customizations for contoso © argies Travel £70,130,00 @ Alonzo Dawson Open 248
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Sales enhancements - what else is coming?

Early access
 Enhanced personal settings

Public preview April 2021

« Automation and adaptive sequences
 Personalize work queue

* Pipeline manager workspace

Public preview June 2021
o Seller KPI's and manager dashboards

RSM




Sales enhancements - what else is coming?

New D365 Sales mobile app enhancements

Enriched information taken from LinkedIn and D365 Insights
Access to personal contacts and a quick way to integrate them
with D365

Activity management inbox and to-do experience

One-click follow-up actions

Scan card and notes

Notes analysis and tasks extraction

RSM




Demonstration

RSM




D365 Customer Service




Customer Service enhancements
Visual improvements for multi-session apps

31 Dynamics 365 Customer Service workspace

Customer Service Agent Dash... = Cases My Active C...  Queue ltems ltems... +

l {(t Home B SaveAs -+ New v  SetAsDefault () Refresh All

Customer Service Agent Dashboard v

Dynamics 365 Customer Service workspace S A N D B OX

# Customer Service Agent Dash... | & Cases My Active Ca... B Queue Items ltems... +

I {0 Home B SaveAs -+ New Vv SetAsDefault () Refresh All

Customer Service Agent Dashboard v

RSM
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Customer Service enhancements
Weekly and monthly view support schedule board

Dynamics 365

mer Service Hub

i Home NY  Sales Pools Crew  Equipment PSA  HC Demo Initial public view Dumpsters My Schedule
® Recent ~ I . -
Bl Y Filters [l Weeklyview ~ B8 Lstview < [T 4/19/2020 - 9/12/2020 > Book
s Pinned R July 2020 August 2020
Scheduling
o0
[’?.g Resaurces 1h 16m (1)

Edgar Dominquez
= 9 1% (1h 16m booked)

§ Facilities/Equipment

Resource Categories

=) Kris Nakamura
© 1% (7h 29m booked)
Services

&

e

@ Service Activities
&2 Fulfillment Preferences

o] "".' Litware | Vendaor

G Truck 2
l Scheduling

1-Tat7
Settings

Unscheduled Work Orders
& Organizational Units

B Business Closures Waork Order Service Acc...
WOO0000550  Agrarian Ab...
WOO00000483  Alpine Ski H...

B Scheduling

L)
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[B:I]AM WDOEK@]

7h31m(3)

928 AM WOO0(Z)

@31 AM WOO

=
©

0007

Scheduled Work Orders

Primary Inci...  Work Order...  Work Orde...
HVAC-ACN...  Service Call HVAC Not ...
Fan Out Service Call Fan out wit...

Partially Scheduled WOr's

8-15

Unscheduled PSA Tasks

System Stat..  Duration
Open-Uns.. 3hrs
Open - Uns... 2 hrs 15 mins

€ 1-350f35 >

O

Unscheduled Requirement Groups

Priority

~=S3y Be
1622 < M 2021 > e
MORTH OAKS TROPIC BAY
O HILL —
ESTATES OF =
BOCA BATON oy
- Highland
POINTE
0N Say
Boca Raton
Watergate
= Deerfield Beach
Parkland
Hillsbora Bea
Pompant
Coconut Creek-s_Beach
Lighthouse Point
. Kendall Green
Margata __-‘ 2 miles Skm
# “Pompang Beach
110 hd ‘0 202 ufum, @02} oA CorbriBon
Sales Appointments  Unscheduled D > 4]

Time From ... Time To Pro..  Work Locati..  Service Terri...
Onsite NY ”
Onsite NY
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Customer Service enhancements
Weekly and monthly view support schedule board

Dynamics 365

Customer Sel

far Home NY  Sales Pools Crew  Eguipment  PSA  HC Demo Initial public view Dumpsters My Schedule
L - —
© Recent - @ O 7 Fiters [T Monthlyview ~ BB Lstview < [ 471/2020- 3312021 > [ Book
A Pinned e 2020 2021

| 2 Search Tl Aol

pril May June July August  September October MNovember December January  February

Scheduling ]

8 Alison Dicksan 2h 46m (1) 4h 34m (2) 30h 16m (8
Bi Resources g Q Erady Hannon 2h 27m (1) 7h 35m (4) 4h 10m (2) 30k 49m (6

2%

G Facilities/Equipment (44h 59m booked) |4—.31 m@ls:m AM@] |8:U(J nMg’] |8:D'I RM@]
£, Resource Categories 912 AMQ |4:50 PM®| I&DRAMG)]
5 Services m
B2 Service Activities

&

Fulfillment Preferences

Tools
g Dian Taylor
™ €3 Fdaar Dominauer

Scheduling

8h(1) . 48h(2) ;Eh 25m (330h 25m (45

1h 16m (11

1h 18m (1Jh 13m (1)

I N3Am 1

1-Tot7
Settings
Unscheduled Wark Orders  Scheduled Wark Orders  Partially Scheduled WO's  Unscheduled PSA Tasks
&% Organizational Units
Bl Business Closures Work Chder Service Acc...  Primary Inci...  Work Order... Work Orde... Systemn Stat..  Duration
WOO0000550  Agrarian Ab..  HVAC-ACN..  Service Call HVAC Not..  Open-Uns.. 3hrs
WOO00000483  Alpine Ski H...  Fan Out Service Call Fanoutwit.. Open-Uns.. 2hrs 15 mins

n Scheduling

L]
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€ 1-350f35 >

11h 42m (41h 26m (1)
b S1m (10

O

70

Unscheduled Requirement Groups

Priority Time From ...

March

Ay

Sales Appaintments

Time To Pro...

() New Schedule Board 0 On

Lol

E A & O

< M ampeon >

100 feed Em

2021 TormTorn, @ 2021 Microsoft Comonaton

2 Opendirestiiag
Unscheduled D » Cwr]
Work Locati...  Service Terri..
Onsite NY ”
Onsite NY
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Customer Service enhancements
Map support schedule board

& Home MY  Sales  Pools  Crew Equipment P5A  HC Demo Initial pubdic view Dumpsters My Schedule
© Recent ' Fiters B Hourlyview ~ B Ustview < 0T 2/8/2021-2/14/2021 > 3 Book
A& Pinned ~ Monday - 2/8/2021 Tuesday - 2/9/2021
. .
R search B ooem 300 PM 400 PM 500 PM 00 AM 8:00 AM 00 AM  10:00 AM
Schedull
. 9 Allison Dickson
& [y 0% {Oen booked)
3 Facilities/Equipment Brady Hannon

0% (O booked)
&  Resource Calegonies

. Dian Taylor
B services ' 3% [1h 26m booked) y Dian Taylor .
GMT-0500

B Service Activities "
Edgar Dominguez

&% Fulfiliment Preferences 0% {en booked) = -
Frig Makamura Shills
Tools 0% (e boskes)
Hh Agile Methodalogy P - /1
il sereduing n Litwace | Vénder AR12 Certification —_— LS
0% {fim boslerd)) Building 12 Access — u.\mm a
Saltinas Electrical — >
9 Truck 2 SR
W Sy 08 {om booked) ryer Installer —
&% Organizational Unts Pickup
E Business Clasures Praject Management —
Sales Measurements
1-7ef7 T200/T300/T680 Instal —_— R o9
Truck Driver License
Unscheduled Work Orders sdWO's  Unscheduled PSA Taske  Unscheduled Reguirement Groups  Sales Appointments  Unscheduled Distributor Work =
Work Order Sen  Roles kOrder Typ..  Work Orer Su.. System Status [.. Duration Priority Time From Prom...  Time To Fromised Wk Location Sernce Temtory .
L AR | R pccount Manager BilaUvE L FIEVEILOUNE W U G | e i Uiisiie i
0 WO00000333 A BeTec entative Mai..  Preventative Mai.. Open-Unsched.. 1 hrd5 mins Low COnsite NY
Optimization Speciafist
0O Wooes Cor  Project Manager ice Call Fan not working .. Open - Unsched... 2 hes 15 mins Onzte NY i
Software [ngineer
O Wo0s Fasl " ice Call Open - Unsched... 2 hrs Modergie Onsite NY
n Scheduling £ € 1-350f35 ¥

RSM
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Customer Service enhancements

Improved user experience through
email configurability Field Properties

Modify this field's properties.

Display Formatting Details Events Business Rules Condrols

Control Web Phone Tablet

Text Area (default] O O O

Rich Text Editor Control ® ® @ X
Add Control...

Rich Text Editor Contro

Property Value

Field* description

Custom configuration URL /WebResources/Activities/ SystemLibrari... &

“ Cance
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Customer Service enhancements

Improved user experience through
email configurability

Customize the list of available fonts.

Set a default font.

Add their own font.

Adjust the toolbar location and buttons.

Automatically increase the editor height
to fit the content.

Access the HTML.

© 2021 RSM US LLP. All Rights Reserved.

Field Properties 7 x
Meodify this field's properties.
Display Farmatting Details Events Business Rules Controls
Control Web Phone Tablet
Text Area (default) QO (@) (@)
Rich Text Editor Control ® ® ®© X
Add Control..,
Rich Text Editor Contral
Property Value
Field * description
Custom configuration URL /WebResources/Activities/SystemLibrari... &
-
o]
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Customer Service enhancements
Configure knowledge search control in the new form designer

© 2021 RSM US LLP. All Rights Reserved.

+ Formfisld 4 Compenent [f) Form settings  Switch 1o classic

Compaonents x
In Progress  Dian Taybor
R search . Coverar

M 3-Column saction -
M 4-Column section

~ Display SLA TIMERS

' First Response Due

Mot Set

BF Predictive scane
HY Website Preview
! Resohaion Due
BS Relationship Health

Input

Bl Number Ingut .
¥ B Austo filter results

BS Linzar Gauge

B Flip - Switch
B Radial Knob
ED Srar Rating

B Al Builder Business Card contr... You ha

= Toggle
B Arc Enet
anear S i
B Linear Shder Timers

< Related data

First response in Not Set
BT Carvas app
BE Sequence (Up next)
B Cuick view

BY Subgrd

¥ Resolve in

HNot Set

m

Resabve By

4 v

B¥ Knawledge search =
% §

1 Deskiop {1920 x 1080}

B save  ~ [ Publish
kbsearcheontrol >
Search widget
Proparties
Display options

Reference name * (1)

kbsearchcontrol

Labet *
B ride label
Results shown on page
10
Automatic search ()
B Tum on automatic search
Provide search results using
Actions
B uink article
B uniink article
B comvumL A
B openin new tab
B Link article and email URL A

' Link article and send article
content

Select default email recipient

Contact
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Customer Service enhancements

Configure knowledge search control in the new form designer federated
knowledge search (GA April)

Dynamics 365 £ search
= Knowledge Y T
- P issud x

Bl Activities
Sorted by Relevance

Customers Current Org

IR HVAC not cooling =
A Contacts 1. Clean Your Filter First, turn off the power to your HVAC unit. Your filter will
be located in the air handler cabinet, and will be easily accessible from the d

Social Profiles oor on the front. Consider investing in a washable filter. High quality washa...

270 - 56 - 17182021

Sece Projector Remote Control Issues B
& Cases Solutions to Problems with the Remote Control If the projector does not res
pond to remote contrel commands, try the following solutions: Check that t
[ Queues he remote control batteries are installed correctly and have power. If necess
50 - 1 - 10/23/2019
Show more 8 results
¥ Expired Process
2 New Process
€% Phone To Case Pr... Projector Remote Control Issues B
Solutions to Problems with the Remote Control If the projector daes not res
£& Translation P proj
ransiation Process pond to remote contrel commands, try the following solutions: Check that t
he remote control batteries are installed correctly and have power. If necess
Analytics and Insights 40 - 73V2 - 10/23/2019
{0 Customer Service ... HP PageWide 300, 400, and 500 Series - Troubleshooting p Bo

rint quality issues
Issue The quality of printed documents or images is not as expected....Try t
he solutions in the order presented ta resolve the issue...If the print quality i
ssues persist, continue to the next solution.  ..If the print quality issues per...
250 - Y4 - 12/3/2020

Knowledge
Knowledge Articles

| Knowledge Search
Show more 8 results

Eas Sharepornt O 1 e appled N

i loT Alerts RS hA
. Wrong Invoice Amount.doox =
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Customer Service enhancements - what else is coming?

Scheduled for April 2021

 Federated knowledge search
» Appointments data included in core service scheduling

RSM
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Customer Service enhancements - what else is coming?

Scheduled for April 2021

 Federated knowledge search
» Appointments data included in core service scheduling
* Invoke Power Automate flows from macros in Customer Service workspace

RSM

© 2021 RSM US LLP. All Rights Reserved.




Customer Service enhancements - what else is coming?

Scheduled for April 2021

 Federated knowledge search

» Appointments data included in core service scheduling

* Invoke Power Automate flows from macros in Customer Service workspace

* Multiple language support for Al-suggested knowledge articles and similar
cases

e Dutch

e French

e German

e Jtalian

e Japanese
e Spanish

RSM
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Customer Service enhancements - what else is coming?

Scheduled for April 2021

» Configuration to allow updates to resolved/cancelled cases
» Configure knowledge article search filters
» Personalize language settings for knowledge article authoring, and filters
for search experience
« Timeline configuration enhancements
« Set the command buttons
o Select default filters
« Remove unnecessary filters
* Visually configure fields and labels

RSM
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Customer Service

Demonstration

RSM




D365 Field Service




Field Service
Work order resolution details

CQuick Create: Work Order Resolution X
Work Order : WOO00000560
Wor

lllllllllllllll

Resolution
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Field Service
Account address usability

Address

Street 1
’ 630 Old country rd

Street 2

Street 3

City

’ Garden City

State/Province
’ NJ

Zip/Postal Code
’ 11530

Country/Region

RSM
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Field Service

Knowledge management articles to enhance technician productivity

\

| Booking and Work Order

General Customer Service Notes Related

Airival Chescle In
Hivas Unat 2

Gear Check
Hvac Unit 2

Linked Articley

SERVICES

Replace Standard 120V Receptacle
Estsmated (173 hourt)

PRODUCTS

Surge Protectons
Estimated ()

Smolke Detector
Estimated (3}

EXPENSES i1 |

RSM
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Field Service
Weekly and monthly view support schedule board

Dynamics 365

mer Service Hub

Home

Pinned e

Scheduling

Resources
Facilities/Equipment.
Resource Categories
Services

Service Activities

2w PP e W

Fulfillment Preferences

Tools
l Scheduling
Settings

& Organizational Units

B Business Closures

B Scheduling 4

]
(2 Recent Y
=

NY  Sales Pools Crew  Equipment  PSA

BV Filers [T Weekly view ~ B Lstview < [I] 4/19/2020 - 9/12/2020 > Book

July 2020

Edgar Dominquez
=] 9 1% (1h 16m booked)

Kris Makamura
= a © 1% (7h 29m booked)

o] "".' Litware | Vendaor
G Truck 2

1-Tot7

Unscheduled Work Orders  Scheduled Work Orders

Work Order Service Acc...  Primary Inci...
WOO00000550  Agrarian Ab...  HVAC-ACN...

WOO00000483  Alpine Ski H...  Fan Out
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Work Order...
Service Call

Service Call

HC Dema Initial public view

1h 16m (1)
[B:].’l.ﬂM WDON@]
7h31m(3)

9:28 AM WOO

= |2
(L | @

@31 AM WOO

0007

August 2020

() New Schedule Board D ©On

@ BE A & 0O

~=S3y Be
ot 1622 <[ 22021 >
MORTH OAKS TROPIC BAY
FOX HILL —
ESTATES OF L
B A RATON - -
- Highland
POINTE
MISSI0N BAY
Boca Raton
Watergate
= Deerfield Beach
Parkland
Hillsbora Bea
Pompand

Coconut Creek a_Beach Highlangs
Lighthotse Point
Kendall Green

Partially Scheduled WO's  Unscheduled PSA Tasks

Work Orde...

HVAC Not ...

Fan out wit...

Margata ..-_:£ _m
O 110 hd cznar%;nv@.[?;éﬁ;;mﬁ&m
Unscheduled Requirement Groups  Sales Appointments  Unscheduled D > 4]
Priority Time From ...  Time To Pro...  Work Locati..  Service Terri...
Onsite NY ”

Onsite NY
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Field Service

Weekly and monthly view support schedule board

Customer Sel

Dynamics 365

far Home NY  Sales Pools Crew  Equipment  PSA  HC Demo Initial public view Dumpsters My Schedule
T . . =
© Recent Y @ O 7 fites [T Monthlyview ~ BB Listview < [D 4/1/2020-3/31/2001 >[5 Book @ E A @& O
A Pinned e 2020 2021
| p Search l April May June July August  September October MNovember December January  February March ( E 2/8/2021 . >
Scheduling ]
@Y Alison Dicksan 2h 46m (1) 4h 34m (2) 30h 16m (8
Bi Resources g Q Erady Hannon 2h 27m (1) 7h 35m (4) 4h 10m (2) 30k 49m (6
T%
@ Facilities/Equipment {44h 59m booked) | 431 PM @I 201 AM @] | 200 AM g’] | 201 AM @]
&, Resource Categories 912AM @) [4s0pM D) |e02amm)
S Services m @
@ Service Activities &y
&% Fulfillment Preferences 5
£33
Tools r " . | r " r : 3
'ﬁ Dian Taylor 8h (1) 48h (2) 52h 25m (330h 25m (4, 1h 18m (131h 13m (1) 11h 42m (4.1h 26m (1)
— . . . . . - 100 feet 2&m
I Scheduling ™ 3 Fdaar Dominauer 1h 16m (1} Ik 03Im (1) h 51m (10
1-Tof7 O & 2021 TomTom, § 2021 Microsoft Comorabon
-7 of 70 e 2 Qrenstrestiae
Settings
Unscheduled Work Orders  Scheduled Work Orders  Partially Scheduled WO's  Unscheduled PSA Tasks  Unscheduled Requirement Groups  Sales Appaintments  Unscheduled D » o
&% Organizational Units
. Work Chder Service Acc..  Primary Inci...  Work Order... Work Orde... System Stat..  Duration Priority Time From ...  Time To Pro..  Work Locati..  Service Terri...
B Business Closures
WOO0000550  Agrarian Ab..  HVAC-ACN..  Service Call HVACMNot ...  Open-Uns.. 3hrs Onsite NY ”
WOO00000482  Alpine SkiH...  Fan Out Service Call Fan outwit..  Open-Uns.. 2hrs 15 mins Onsite NY

L]

n Scheduling
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Field Service
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Additional enhancements and features
Coming in April 2021

o Customer self-service scheduling

« Simplify work order adoption

o Simplify front-line worker setup

* Appointments data included in resource scheduling

* Intelligent virtual agent to assist technicians (Public Preview April)
» Technician locater

RSM
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Technician locator
Hosted on Power App portal
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Technician locator

Hosted on Power App portal
Mobile Experience
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AND ANSWERS
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Our Promise to You

If you provide honest, thoughtful feedback on
this course, we promise to listen and

Improve.

— National Learning & Professional Development
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Suite 3300
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This document contains general information, may be based on authorities that are subject to change, and is not
a substitute for professional advice or services. This document does not constitute audit, tax, consulting,
business, financial, investment, legal or other professional advice, and you should consult a qualified
professional advisor before taking any action based on the information herein. RSM US LLP, its affiliates and
related entities are not responsible for any loss resulting from or relating to reliance on this document by any
person. Internal Revenue Service rules require us to inform you that this communication may be deemed a
solicitation to provide tax services. This communication is being sent to individuals who have subscribed to
receive it or who we believe would have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network
of independent audit, tax and consulting firms. The member firms of RSM International collaborate to provide
services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each
member firm is responsible only for its own acts and omissions, and not those of any other party. Visit
rsmus.com/aboutus for more information regarding RSM US LLP and RSM International.

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International
Association.
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