Know Your Customer
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http:/fwww.adventureworkscycle.com/c360.Portal/Home.aspx?tabl ffcad4a801b41bea296b5b/

File Edit View Favorites Tools Help ﬂ.

Qus* © W@ G Pwwn Sy @ 2-% - Y E B

Manage Profile Service Cacse KB Articles Custom Tab Welcome Hudgins, Lauren [Logout]
& view Profile | & Update Profile | @ Change Password

¢+ Personal Information

Salutation Mrs. Business Phone 404-444-5555

First Name Lauren Home Phone

Middle Name Mobile Phone

Last Name Hudgins Fax

Job Title Pager

E-mail laurenhudgins@yahoo.com

» Address

Address Name Business State/Province GA

Street 1 123 Peachtree Rd Zip/Postal Code 30319

Street 2 Country/Region usa

Street 3 Phone

City Atlanta

About Adventure Works Cycle | Bicycle Parts | Bicycles | Customer Support | Contact Us

a 0 Internet
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. 44 Microsoft Dynamics CRM Mitchell, Laura
| Home lutionsincDemo

Hew Mew Import Advanced
Activity » Record~  Data Find

New Tools

Settings | & G3- | c360 Settings

4 Business =
[ Business Management ‘Which feature would you like to work with?
[ Templates

E5) Product Catalog

@ 360 Configuration Center @ Troubleshooter
£ it Integrate /Remove 380 product ks, Troubleshoot €360 products
Administration

|#* Data Management

a System Jobs /! Alert Settings Relationship Expl e
E’ Document Manaden... [ ® " Manage the settings for Alerts Manage the settings for Relationship Explarer product.
Auditing

4 Customization
3 customizations

&7 solutions
€, Dynamics Marketplace
| 360 Settinas

(] Workplace

Portal Settings
Manage the settings for Portal product.
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€360 Settings

Click on the feature you want to work with

General Portal Settings ‘ Entity Specific Settings

Conf_igur_e the partal user interface and set general configurations fike Define a way in which the entities will be visible to a portal user.
session time-out.

Security Settings
Manage the settings {roles, password, access level, etc) for a portal user.

Knowledge Base Settings
This will allow you to publish knowledgebase to the portal.

»

Area Specific Settings
Area Specific Settings

| Portal Settings
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c360 Settings
General Portal Settings
Click on the feature you want to work with
Select different sections of the portal that you want to customize
G’ Portal Web Server Settings E} Portal Tabs
E}' Invitation Related Settings
[ Portal Rale Settings [ Manage Profile
G’ Decache
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&  Portal Web Server Settings -- Webpage Dialog @

Portal Web Server Settings
Configure web server details

Session time out |2|:' | in min(s).
Portal Server Mame |na-:36th:rm2t|1ﬂ:u:82 |
Portal UI Virtual Directory |Support |
[ UsessL
QK | | Cancel

http://nac360crm; €L Local intranet | Protected Mode: Off
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’g, Invitation Related Settings -- Webpage Dialog @1

Invitation Related Settings

Configure your invitation

General i Access Defaults | Invitation Metification Reinvitation Motification

Resend Password Motification |

Select your SMTF settings

SMTP Server |nac360exh01

|- Authentication required
Authentication settings

User Name | |

Password | |

Confirm Password | |

General settings

Invitation expires in

OK | | Cancel

http:/nac360crm2011b:5555/c360/Portal/Invit € Local intranet | Protected Mode: Off
2 C, " %
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Invitation Related Settings
Configure your invitation
General E Access Defaults i Invitation Motification Reinvitation Motification
Resend Password Motification
Manage Roles
| Name o Description |
& Default Rale Default Role N
-
1-1 of1(0selected) 1 4Pagell
OK | | Cancel
http://nac360crm2011b:5555/ 360/ Portal Invit ﬁ_j Local intranet | Protected Mode: Off
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#  Invitation Related Settings -- Webpage Dialog

Invitation Related Settings
Configure your invitation

General Access Defaults E Invitation Motification i Reinvitation Motification

Resend Password Notification |

Set your invitation email template

‘From’ Email Address |2011b@c360.00m |

Email Subject |Por13| Invitation |

Select a parameter

Parameter Invitation Url -

Email Body To become a portal user, please dlick on the link below: -
E@EINVITATIONURL @@

QK | | Cancel

http://nac360crm2011b:5555/ 360, Portal/Tnvit ?l'. Local intranet | Protected Mode: Off
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€  Invitation Related Settings -- Webpage Dialog
Invitation Related Settings

Configure your invitation

Access Defaults | Invitation Motification E Reinvitation Motification

General
Resend Password Notification |

Set your reinvitation email template

‘From' Email Address |2011b@6360.l:0m

Email Subject |Por13| Reinvitation

Select a parameter

Parameter Reinvitation Url
Email Body To become & portal user, please dick on the link below: a
@EREINVITATIONURL @@
=
oK | | Cancel

http://nac360crm2011b:5555/c360/Portal/Invit ihl. Local intranet | Protected Mode: Off
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&  Invitation Related Settings -- Webpage Dialog
Invitation Related Settings

Configure your invitation

%

General Access Defaults | Invitation Motification Reinvitation Motification

Resend Password Motification i

Set your resend password email template

‘From’ Email Address | 2011b@c360.com

Email Subject |\’our Password

Select a parameter

Parameter User Mame -

Email Body USERMNAME: @@USERMAME@@

PASSWORD: @@PASSWORDEZE@

You can access the login page through @E@HOMEPAGEURL @@

Change your password as soon as you log in.

QK

Cancel

http://nac360crm2011b:5555/c360/Portal/Invit ?'l. Local intranet | Protected Mode: Off
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£ Portal Role Settings -- Webpage Dialog

Portal Role Settings

Specify which CEM roles will have Portal Administrator,Portal User Manager and Portal Viewer
pErmissions.

Portal Administrator - Users with this selected CRM role will have Portal Administrator permissions.

Portal Administrator Customer Service Representative -

Portal User Manager - Users with this selected CRM role will have Portal User Manager permissions.

Portal User Manager Customer Service Representative -

Portal Viewer - Users with this selected CEM role will have Portal Viewer permissions.

Paortal Viewer Customer Service Representative -

OK | | Cancel

http://nac360crm2011b:5! ‘?l'q Local intranet | Protected Mode: Off
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€360 Settings
Portal Tabs
Sk Add Tab s Delete Tab [} Manage Tabs
Tab Mame .« | Security Access Point Status | ﬂ'
Manage Profile Yes Enabled a
Service Case Yes Enabled
KB Articles Yes Enabled
Ticket Yes Enabled
Order Yes Enabled
-
1 -5 of 5 [0 selected) [ 4Pagellh
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€360 Settings

Manage Profile Settings

H Add Section x Delete Section u Save Settings Iz;ﬁ Manage Fields

Section Name LT
B Salutation ¥
General Business Phone v
E Address First Mame it
Home Phone ¥
Middle Mame ¥
Nobile Phone Z
Last Name ¥
Fax il
Job Title ¥
Pager l
E-mail i

& C %# %
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£  Manage Profile Fields -- Webpage Dialog

Manage Profile Fields

Select the fields you would like to appear on the profile creation screen

Unselected Fields Selected Fields
Y .
4 Address 1: Address Type L) Salutation
UE| Address 1 County UE| Business Phone
B Address 1: Fax B First Mame
4 Address 1: Freight Terms & Home Phone
8] address 1: Latitude 8 Middle Name
L Address 1: Longitude %3 Mobile Phone
-
8| sddrace 1+ Bact Mffirs Ray T
4 k | Move Up | | Move Down |
| oK | | Cancel |

http://nac360crm. € Local intranet | Protected Mode: Off
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€360 Settings
Entity Specific Settings
Case Specific Settings Order Specific Settings

Order Product Specific Settings

Define a way in which the Cases will be visible to a portal user.

Define a way in which the Order Products will be visible to a portal user.

Define a way in which the Orders will be visible to a portal user.
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c360 Settings

Case Specific Settings

Click on the feature you want to worl with

Select different regions of case that you want to customize

[}' Case View

[} Case Form Settings

[}' Activity Settings and Attachments
[}' Case Management

[}' Case MNotifications

2 C %
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&  Case View -- Webpage Dialog

Case View
Configure how cases should be visible to a portal user

General i Case List Case Details Case Views Case Search Case History Export Fields

MNumber of Cases/Page 10 -

Do not show cases created befare 4/15/2011 12:00:00 A [ﬂ v]

Display Cases created in the last Manth -

[~ Show closed cases

OK | | Cancel

http://nac360crm2011b:5555/c360/P« ?l'. Local intranet | Protected Mode: Off
c 6 ,
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Case View

Configure how cases should be visible to a portal user

General E Case List I Case Details Case Views Case Search Case History Export Fields

Select case fields that should be shown to a portal user

Unselected Case fields Selected Case fields

ij_] Account = =
iﬂ: Actual Service Units
iu— Billed 5ervice Units
i-ll_ Case Number

il] Caca Crinin ‘ .:i
1 | PI = | IMove Up | | Move Down

A W w

Select the sort by and sort order according to which cases should be ordered in the portal UI

Sort By ..ﬁ.ccount v.

Sort Order .Ascenai.ng +

OK | | Cancel

http:/nac360crm2011b:5555/ <360/ P« '?l'. Local intranet | Protected Mode: Off
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'g, Case View -- Webpage Dialog ﬁ
Case View

Configure how cases should be visible to a portal user

General Case List E Case Details i Case Views Case Search Case History Export Fields

Select case fields that should be shown to a portal user

Unselected Case fields Selected Case fields

8l Account >
iu Actual Service Units
8l Billed Service Units

iu Case Mumber

Bl case Origin =

<

A I I I
[ I I v

| Move Up | | Move Down

OK | | Cancel

http://nac360crm2011 b:5555/c360/P: ‘?l'. Local intranet | Protected Mode: Off
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#  Case View -- Webpage Dialog
Case View
Configure how cases should be visible to a portal user
General | Case List Case Details E Case Views i Case Search Case History Export Fields
Select case views available to portal user
¥ Al Cases
¥ Al Active Cases
I My Active Cases
¥ Resolved Cases
QK | | Cancel

http://nac360crm2011 b:5555/c360/P: ‘?'l..L Local intranet | Protected Mode: Off
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’E, Case View -- Webpage Dialog
Case View

Configure how cases should be visible to a portal user

General Case List Case Details Case Views E Case Search i Case History Export Fields

Select case fields that should be searched by portal user

Unselected Case fields Selected Case fields

88l serial Number = 8 case Number
il Title

iJ_J Description

11

o

| IMove Up | | IMove Diown

OK | | Cancel

http:/nac360crm2011b:5555/ 360/ P« '?l'. Local intranet | Protected Mode: Off
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Manage Profile Service Case KB Articles

[ view Service Cases | [ Create Service Case

Case Number

o EE

CAS-1001-PIFSRG
CAS-1002-KBK2MB
CAS-1003-BP7BBF

CAS-1006-FCFFX2

case-twa

Case-three
case-four

case-eleven

wielcome a z [Logout]

d_| View: II\‘hr Active Cases 'I

Case Stage

Default Value
Default Value
Default Value

Default Value

%

Manage Profile Service Case KB Articles

B View Service Cases | [ Create Service Case

Title
case-two
case-four
Casze-three
beasel
case-one
case-six 11
case-5

case-gleven

EEEEEEEEE

parent case check

Subiject

Default Subject
Default Subject
Default Subject
Default Subject
Default Subject

Default Subject

Look for:

Status
Active
Active
Active
Active
Resolved
Resolved
Resolved
Active

Active

Status Reason

In Progress
In Progress
In Progress
In Progress
Problem Solved
Problem Solved
Problem Solved
In Progress

In Progress

Severity
Default Value

Default Value
Default Value
Default Value
Default Yalue
Default Value
Default Yalue
Default Value

Default Value

wielcomne a 2 [Logout]

View: IAH Cases -

LAl ¢

C{all Active Cases
My Active Cases
C{Resolved Cases

CAS-1003-BP7BEF
CAS-100Z-KBKZME
CAS-1007-3BREBFO
CAS-1000-TBMNCT
CAS-1005-5WINFY
CAS-1004-RY4EHZ
CAS-1006-7CFFRZ

CAS-1009-01<T35
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£ | Case View -- Webpage Dialog
Case View
Configure how cases should be visible to a portal user
General Case List Case Details Case Views Case Search Case History Export Fields
Select case history fields that should be shown to a portal user
Unselected Activity fields Selected Activity fields
- - il Actual End -
8 start Date )
o B Actual start
iu Status Reasaon _
il Bl Created By
Time Zone Rule Wersion Mumber _
iJ:J iu Cwner
UTC Conversion Time Zone Code _
_ Bl subj
ject
iu Version Number - hd
4 3 ILI | Move Up | | Move Down
Mumber of Records to display 10 -
[T Show Case History
OK | | Cancel
http://nac360crm2011b:5555/c360,/P: ‘ﬂ'.. Local intranet | Protected Mode: Off
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'g, Case View -- Webpage Dialog
Case View

Configure how cases should be visible to a portal user

General Case List Case Details Case Views Case Search Case History Export Fields

Select case fields that should be used to export case details to Microsoft excel

Unselected Case fields Selected Case fields
B Cace - - B subject -
il Contact il Title
il Caontract il Case Type

Bl created By [Delegate) il case Stage

iu Contract Line

iﬂ Created By

A I I I

| Move Up ||MmreDuwr1

OK | | Cancel

http://nac360crm2011 b:5555/c360,/P: ‘?L'. Local intranet | Protected Mode: Off
&& 9 59
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€360 Settings

Case Form Settings

— =
u Save Settings I; Manage Fields
Name Default value Required Mot visible
Title ] v r
Product ’ﬁ‘ I3 r
Case Mumber | - r

N
Description - r r
Case Origin - r r
Knowledge Base Article ’ﬁ‘ r r

#% &'



£  Case Fields -- Webpage Dialog
Case Fields

Select the Case fields you would like to appear on the Case creation screen

All Fields

iJ:J Actual Service Units
iJ:J Billed Service Units
iJ:J Case Stage

i_J_J Case Type

i_J_J Currency

il Customer Type

iIJ Frllrar I lm Rar

%

Selected Fields

i_ﬂ Title

iﬂ: Product

iﬂ: Case Mumber
i_ﬂ Description

il Case Origin

il Knowledge Base Article

| Move Up | | Move Down |

L oc ]|

Cancel

http://nac360crm. ‘?'h Local intranet | Protected Mode: Off
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& | Activity Settings and Attachments -- Webpage Dialog

Activity Settings and Attachments
Select settings that should be applied on the portal UI

Activity | Attachments

Select general settings

[~ Populate Activity Sub-Category field with name of the CRM Contact creating the Activity

O Send Activity Email to Account Owner When an Adtivity is Created (By Default the Email will be
Sent to Case Owner)

[~ Display Service Activities to the user

Select which entities to publish

W Motes

v Activities

If activities are to be published select activity type

Unselected Activities Selected Activities
B Resolution B £ il
@ Fax
@ Letter
@ Phone Call -
Select Activity type to be created when a Case is ok -

updated through the Partal

QK | | Cancel

http://nac360crm2011b:5555/ € Local intranet | Protected Mode: Off
&2' c. * %
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& | Activity Settings and Attachments -- Webpage Dialog

Activity Settings and Attachments
Select settings that should be applied on the portal UL

Activity [ Attachments

Select the settings for allowing attachments in portal

[ Allow Attachments

Mumber of attachments l:l
otal attachment size MB

Max attachment size as configured in
MSCRM: 5 MB

oK | | Cancel

http://nac360crm2011b:5555/ ?‘I-_ Local intranet | Protected Mode: Off
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£  Case Management -- Webpage Dialog @

Case Management
Select case settings that should be applied on the Portal UI

Select the default status of your case when a case is created

Status Of Case M

Specify how to link Cases in CRM

Link Cases only to Accounts (all Contacts will be able to view all Cases for their
Account)

% Link Cases only to Contacts

™ Link Cases to Account and Contact records in CRM

{Contact record ID will be stored in the responsiblecontactid field on the Case record).

Specify which Cases to display to users

Case access options can be set at the Portal Role Level

oK | | Cancel

http://nac360crm. € Local intranet | Protected Mode: Off
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&  Metification Template -- Webpage Dialog

Motification Template
Configure notification template

N
w4

-#

=
r A
il AN

Your Cushormen

Internal Email i External Email

Set your default internal email configurations

[~ send email to CRM user when an activity is added to one of the user's cases

Address
Email Subject

Select a parameter

‘From’ Email |

Parameter

Email Body

Case Url

K Cancel

http://nac360crm2011b:5555/c360/P« ‘?i. Local intranet | Protected Mode: Off
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'g, Motification Template -- Webpage Dialag ﬁ

Motification Template
Configure notification template

=
r A
il AN

Your Cushormen

Internal Email E External Email

Set your default external email configurations

[~ send email to portal user when an activity/note is added to one of the user's cases

Send email to primary contact if case is linked to account and responsible contact cannot be
r resolved

‘From’ Email |
Address

Email Subject | |

Select a parameter

Parameter Case Url -

Email Body

0K | | Cancel

http:/fnac360crm2011b:5555/ 360/ P« '?l'. Local intranet | Protected Mode: Off
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€360 Settings
Security Settings
Click on the feature you want to work with
Portal Users ™ Portal Roles
Manage and disable portal users 7 Manage Security Roles and set access levels for Cases, KB, Profiles and Custom
! tabs,

Portal Invitations
Manage,reinvite and cancel portal invitations.
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c360 Settings
Portal Users
View  AllUsers -

= [#] | Deactivate Activate Resend Password

Al Contact Name User Name

Status

Deactivated On

8= Joe smith Jsmith

Member

»

-

0 -0 of O [0selected)

M 4Pagelh
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€360 Settings

Portal Roles

8 | & NewRole [ Delete

re | Mame .« Description
£ Default Role Default Rale -
1 -1 of 1 (0selected) I dpagell
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o
£ Portal Role Editor -- Webpage Dialog ===

Portal Role Editor
Edit Portal Role

Your Cushormen

Details | Records | Entity |

Role Name |Defau|t Role

Description Default Role

OK | | Cancel

http://nac360crm2011b:5555,/c360/Portal/Roles.aspx?On ?‘. Local intranet | Protected Mode: Off
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Portal Role Editor
Edit Portal Role

Details | Records I Entity |

Record Type Create Update
KB Articles Ird
Manage Profile rd v

oK | | Cancel
http://nac360crm2011b:5555/c360/Portal/Roles.aspx?On ﬁ. Local intranet | Protected Mode: Off
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€360 Settings

Portal Invitations

All Users and Invitations

6 | Cancel Invitation Extend Expiration

Al Contact Mame User Name Status Invitation Exp. ﬂ
-

&= Joe Smith Jsmith Redeamed
-
0 -0 of O (0 selected) 4 4Pagell

0 C# "~
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c360 Settings

Knowledge Base Settings

Click on the features you want to work with

Select different settings for Knowledge Base

[}' General Settings

[ Publishing Criteria

00 C; % < %
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K Your Custormer

%
-, % l - > <
%% 7* % - - > 3
1< Ty % |
- < %
£  Knowledge Base general settings -- Webpage Dialog @

Knowledge Base general settings
Select different knowledge base settings that you want to customize

You must select knowledge base settings
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Knowledge Base Publishing Criteria

Set Criteria for publishing articles, displaying subjects and configure email addresses for correspondence
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Ask a Question
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Publish Article Motes: allows article notes and their attachments to be published to Portal.
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Knowledge Base Publishing Criteria

Set Criteria for publishing articles, displaying subjects and configure email addresses for correspondence
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Knowledge Base Publishing Criteria
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