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Note: If your organization is brand new to Microsoft Dynamics CRM, you get these customer 

service features automatically. For more information see: Install product updates. 

excellent service easier than ever 

http://go.microsoft.com/fwlink/p/?LinkID=393544


Service Management tile 
We’ve added a new Service Management tile under Settings where you will find everything you 

need to manage service features in one place. 



measure how your team is doing 
Service Level Agreements (SLAs) let you define how you want to measure your team’s performance.        

For example, you can have agents resolve high priority cases in 6 hours, and normal cases within 2 days. 

 



let agents know which cases to tackle first – 
either by priority… 



You must be a system customizer to add the timer control to the screen that agents see when they work on a case. 

…or by cases nearing SLA goals 
Add a countdown timer (called a timer control) to let agents know how much time they have left to 

resolve a case.  

 



help agents verify the level of support 



 track SLAs during scheduled hours 



monitor channels for new cases automatically 



avoid duplicating support efforts 



help agents choose the right case status  
Give agents a short precise list of case statuses to choose from to help eliminate guesswork 

about what they need to do next. 

You must be a system customizer  to define case status transitions rules. 



That’s it! Want more info? 

www.CRMCustomerCenter.com

http://www.crmcustomercenter.com/


 
 

Thanks for reading! 
 
 

Did this eBook help you?  
Send us a quick note.  

We’d love to know what you think. 
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