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Agenda

• Generic enhancements
• Dynamics 365 Sales
• Dynamics 365 Customer Service
• Dynamics 365 Field Service
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Generic enhancements
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Generic enhancements – early access enhancements – early access

• Duplicate detection for UI automatically enabled
• Merge records for UI automatically enabled
• Improved global relevance search experience in 

model-driven apps



© 2021 RSM US LLP. All Rights Reserved. 

Generic enhancements – early access
Search Quick Actions
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Generic enhancements – early access early access
Search Quick Actions
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Generic enhancements – early access

Table Actions available

Account Assign, Share, Email a link

Contact Assign, Share, Email a link

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

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

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

Email Cancel, Set Regarding, Email a link

Any custom table Assign, Share, Email a link
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Generic enhancements – early access

• UX improvements in 
mobile app

• Views
• Sorting
• Search bar

• Forms
• Tabs - scrollable
• Command bar 

from bottom
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Generic enhancements – early access

• UX improvements in 
mobile app

• Views
• Sorting
• Search bar

• Forms
• Tabs - scrollable
• Command bar from 

bottom
• Grids
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Generic enhancements – early access

Business process flow 
improvements in mobile
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Generic enhancements – early access

Multi-line text controls expand in quick view forms
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Generic enhancements – early access

Improved navigation
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Demonstration

Generic enhancements
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Generic enhancements – what else is coming?
Model-driven app in-app notifications

Preview April 2021 | GA June 2021
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D365 Sales
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Sales enhancements – early access
Enhanced personal 
settings
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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 
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Sales enhancements - what else is coming?
Pipeline manager work space
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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
• Seller KPI’s and manager dashboards
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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 
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Demonstration

Sales
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D365 Customer Service
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Customer Service enhancements
Visual improvements for multi-session apps
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Customer Service enhancements
Weekly and monthly view support schedule board 
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Customer Service enhancements
Weekly and monthly view support schedule board 
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Customer Service enhancements
Map support schedule board 
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Customer Service enhancements
Improved user experience through 
email configurability
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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.
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Customer Service enhancements
Configure knowledge search control in the new form designer
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Customer Service enhancements
Configure knowledge search control in the new form designer federated 
knowledge search (GA April)
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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
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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
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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
• Multiple language support for AI-suggested knowledge articles and similar 

cases
• Dutch
• French
• German
• Italian
• Japanese
• Spanish
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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 
• Select default filters 
• Remove unnecessary filters
• Visually configure fields and labels
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Demonstration

Customer Service
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D365 Field Service
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Field Service
Work order resolution details
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Field Service
Account address usability
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Field Service
Knowledge management articles to enhance technician productivity
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Field Service
Weekly and monthly view support schedule board 
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Field Service
Weekly and monthly view support schedule board 
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Field Service
Map support schedule board 
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Demonstration

Field Service
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Additional enhancements and features
Coming in April 2021
• Customer self-service scheduling
• Simplify work order adoption
• Simplify front-line worker setup 
• Appointments data included in resource scheduling
• Intelligent virtual agent to assist technicians (Public Preview April)
• Technician locater
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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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Power Platform
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QUESTIONS 
AND ANSWERS

49
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THANK YOU 
FOR YOUR TIME 
AND ATTENTION
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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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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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30 S Wacker Dr.
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Chicago, IL 60606
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rsmus.com


