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[bookmark: _Toc398887457][bookmark: _Toc399242095][bookmark: _Toc398887458][bookmark: _Toc399242096][bookmark: _Toc433279568][bookmark: _Toc531001729]1. Dashboards
[bookmark: _Toc433279569][bookmark: _Toc531001730]1.1 Locating your Dashboard
Each Department who use CRM will have their own dashboard, which acts as a ‘home’ page:
The page should default to your dashboard when you log in and is called ‘Accommodation Enquiries Dashboard’
1.1.1 Click on the downward arrow next to ‘My Work’
1.1.2 Select ‘Dashboards’
[image: ]
1.1.3. Select the ‘ Accommodation Enquiries Dashboard’ from the drop down:
[image: ]

1.2. Pinning Your Dashboard
You can pin your Dashboard so that it appears each time you log in to CRM.
Click on ‘Set as Default’.

[bookmark: _Toc433279570][bookmark: _Toc531001731]1.3. What’s on the Dashboard
The dashboard displays all your team’s incoming emails from various sources such as direct email or webforms:
Incoming emails are displayed in “General Accommodation emails to be processed”.


Some emails will be placed in the alternative queue of ‘General Accommodation Emails Regarding Existing Enquiries’.
Any email you convert into an enquiry will be removed from the ’Main emails to be processed’ queue, but will be added to the ‘My Team’s Accom Enquiries’ list.  
2. [bookmark: _Toc433279574][bookmark: _Toc531001732]Email In-box 
2.1 [bookmark: _Toc433279575][bookmark: _Toc531001733]Working with your queue.
2.1.1. Your Email Queue (accommodation@ljmu.ac.uk) is effectively spread across two Views: General Accommodation Emails to be processed and General Accommodation Emails Regarding Existing Enquiries.
2.1.2. Click on the email title from one of the views to open it and read the contents. 
You can then decide to:
· Delete – only applicable for spam/trash:
[image: ]
Click ‘Delete’ on the ‘Confirm Deletion’ box which appears, and the email deletes, and you are taken back to the dashboard.
· Forward – only forward an email where you need to pass it to someone else within LJMU, but they are not a CRM user:  

Click ‘Forward’, type the full email address into the ‘To’ field, then click ‘Send’.  You can then delete the original email. 
[image: ]
3. [bookmark: _Toc433279576][bookmark: _Toc531001734]Enquiries – from email   
· [bookmark: _3.1_Converting_an][bookmark: _Toc433279577][bookmark: _Toc531001735]Converting an email into an enquiry 
· Before you convert an email into an enquiry check whether the contact already exists in CRM.  
· If it does the ‘from’ address will display their name. If an email address is displayed then if you have the person’s name available click on the email address which will open a small box allowing you to input the first and last name.
· Double click on the email title to open it and read the contents.  
· If you decide to convert it to an enquiry, click on the three dots,
· Select Convert to Enquiry
· Select General Accommodation Enquiry
[bookmark: _3.2_Converting_an][bookmark: _Toc433279580][image: ]


· [bookmark: _GoBack]Once the enquiry has been generated you will see that there are chevrons across the top of the screen. It will also say General Accommodation Enquiry: <contact’s name>
[image: ]
In the middle of the screen, you will see the original Email. 
· Click on the Envelope to open up the Email. 
[image: ]
· Click Reply
[image: ]
· Click on Insert Template
[image: ]
· A Select Record window will appear.
· Click on the record under ‘To Recipients’
[image: ]
· Select Accommodation Template from the List of Values.
· This will insert the teams Email Signature.
· You can now type your response above the signature.
· Once you have finished click Send.
· Click the Dynamics 365 button. This is the ‘Home Button’.
· You will be taken back to your Dashboard.
· The email you have just replied to will now appear in the bottom section named “My Teams Accom Enquiries (Assigned)”
[bookmark: _Toc531001736]3.2 Progressing an enquiry 
All Accommodation enquiries appear with the same process bar once converted:
[image: ]
The Enquiry Type, Enquiry Classification, Enquirer and Enquiry Method will already be filled in for you, as you have already chosen the enquiry type and it was created through an email. 


CRM has recognised the email address and thus sets the enquirer to the correct student. 
[image: ]


The flag icon in the process bar shows where you are up to – it will not let you click ‘Next Stage’ and move on until all the mandatory fields are complete.  
[image: ]
· Click ‘Yes’ in the ‘Enquiry Acknowledged’ field, and the date will auto-fill.  
· Click ‘Next Stage’ on the process bar and you will move into the ‘Resolution’ stage, and the blue flag will move across.
[image: ]
· At the Resolution stage, you can now set the Resolution to Yes and set the Resolution Category to Info Provided by Team.
[image: ]

· Click Save Icon (bottom right hand corner)
[image: ]
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4. [bookmark: _Toc531001737]Email Templates
[bookmark: _Toc531001738]4.1	Creating an email template
Navigate to Settings by clicking on the arrow next to the ‘My Work’ or ‘Recruitment’button and finding the Red Box ‘Settings’:
[image: ]
Then click on Templates, under the ‘Business’ menu.
[image: ]
Click the hyper-link to ‘Email Templates’ from the next page:
[image: ]
This opens a list of all current email templates.  Click ‘New’ in the top left:
[image: ]

Select Global as the template type from the dropdown, and click ‘OK’:
[image: ]

· Complete the mandatory fields ‘Title’ and ‘Subject’ (can be the same).   
· In the free-text box below, type (or copy and paste in) the text of the template.  

· If you need to insert an image (for a signature for example), the image must be a live image from the internet.  

· Locate the image, right click and copy, then paste into the template.  

· Click ‘Save and Close’ (top left), and the template will be added to the list of available templates.
[image: ]

Should you wish to change your template in the future return to the Email Templates screen and locate your template.  By clicking on the template name you will open up your latest copy which you can edit. 
[bookmark: _Toc531001739][bookmark: _Toc433279598]5.  Version Control 
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	V1
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	V2
	DJS
	Updated for Upgraded CRM. 2016



		

Page 6 of 13
[image: ]
image1.jpeg
X | [VERPOOL

JOHN MOORES
UNIVERSITY





image2.png
Dashiboards:Sles Activiy 5. | B Accommodtion - All Docume |

B Student Program/Plan B QuickEmolaStudent B At BoaraRepors | @ SuuieniGaoes

%5 ) Student Grades (2 ) Student Grades &) Assessment Bosrd Reports ) Request Advisement Report &) Student Services Center &) Quick Enroll  Student ) User rofiles (2 ) User Profiles. g Open Advanced Find [§] Show Record Properties | Planning & nformation .. &) Employee-facing registy

Dynamics 365 My Work v Dashboards

Business Development Student Services Marketing Disabilities

Recruitment Events Management Vacancy Management

My Work

My Work Customers Goals Tools

[ ashooses Organisations OED
I s ven Goal Metrics Y sysem stens

Activities Rollup Queries

D Calendar

Reports

Contacts

‘Account: Cr

eated By Deborah Smith,
On 106 Exchange Station's wall
06/12/2017 1532

APS Admissions Enquiry - Sathish Kumar Kantha Rao

€O Deborsh Smith rested APS Admissions Enquiy - Sthish Kumar Kartha Rao
On APS Admissions Enguiry - Sathish Kumar Kantha Ra
13/11/2017 10:16

H O Type here to search

modation Desk P

Insett  Design  Layout  Refernces  Maings  Review  View  EndNoteX3  BlPublsher  Q Tell mewhatyouwantto Smith, Deborah

Q share

P Find -

B - .
ﬁ Segoell  -|11 - 209 | pagocer assocene |,/ AaBbC AaBbC( daBbech AaBbCcD AaBbced AaBbeed A daBheer acsbeeo acsbecpi acsbeepe mabeed || e

> Paste - 3 - - lormal lo Spac. leading leading leading leading 4 leading leading leading 7 itle: ubtitle ubtle Em. ‘mphasis  Intense rony 5 o
e o pame | BT U e X Q- - | TNomal TNoSpac. Headng] Hesdng? Heodng3 Headngd HeadingS HedingS Heodng?  THe  Subitle Subtefm. Emphass IeweE.  Swong | g
Cipbora Font = Paragaph 5 styes 5 eating

1. Dashboards

1.1 Locating your Dashboard

Each Department who use CRM will have their own dashboard, which acts as a 'home’ page:

The page should default to your dashboard when you log in and is called "Accommodation
Enquiries Dashboard’

#| 111 Click on the downward arrow next to ‘My Work'
112
Select the appropriate dashboard from the drop down:
Ak Microsoft Dynamics CRM v ¥ | WORKPLACE v boards
EPSAVEAS E% NEW ¢S CREATEENQUIRY » & REFRESHALL ik ADVANCED FIND
Accommodation Enquiries Dashb... v
w;s
Accommodation Enquiries Dashboard v
Advice Cases by Course/School/Faculty Jol
Applicant Day Attendance From (Object)
Applicant Day Capacities/Registrations
v
1.2 \What'c An tha Nachhnard
Page3or 10 seaworss [ ®





image3.png
Dynamics 365 My Work ~ | Dashboards

B SAVEAS v ( CREATEENQUIRY ~ & REFRESH ALL

Accommodation Enquiries Dashb...

System Dashboards A
‘Accommocation Enguires Dashboara

Advice Cases by Course/Scnool/Feculty

Aumni Management Dashboard From (Obje
board

‘Alumni Monitoring D:

Alumni Performance

‘Alumni Social Dasnooard




image4.png
REPLY FREPLYALL = FORWARD [EJSAVE I PROCESS v I CONVERTTO v X DELETE

E-MAIL: EMAL ¥

Accommodation query =

4Email




image5.png
Accommodstion Desk Processes - Word ]
- /s 016.jmu.ac.uk/Production-Pass2/main.aspx#84257957 - ivery n res Universit et -
© Student Program/Plan © QuickEnollaStudent @ Asessment Board Reports | (@ Student Grades ©-malk Accommodation qu. X | B} Accommedation - All Docurme..| B Resources for current saf | L N - .
| rcaree ﬁ Segoell -1~ 2009 | nagbcer| assocene |, £ AaBbC AaBbC( daBbech AaBbCcD AaBbced AaBbeed A daBheer acsbceo acsbecp acsbeepe mabeede || o
5 &) Student Grades (2) ) Student Grades (] Assessment Board Reports {5 Request Advisement Report &) Student Services Center &) Quick Enrolla Student &) User Profiles (2) (5] User Profiles i Open Advanced Find [ Show Record Properties | - Planning & Information .. {5 Employee-facing registry » R I U - x X &y~ ~ | TNomal | TNoSpac.. Headingl Heading2 Headingd Heading4 Heading5 Heading6 Heading7  Title  Subtitle SubtleEm.. Emphasis IntenseE.. Strong Iy S
Gibord & Font 5 e 5 stes 5| eating o
Dynamics 365 | Student Servi Dashboards. > Accommodation que Before you convert an email into an enquiry check whether the contact already exsts in g
€REPLY REYALL b FORWARD [JSAVE I PROCESS - I CONVERTTO - X DELETE o EMALALNK [EEIFORM |ess Ay o ox CRM.
48 assign If it does the ‘from’ address wil display their name. If an email address is displayed then if
EMAL:EMAL 7 . B, add to Quese you have the person’s name available click on the email address which will open a small box
Priority Due Status Reason Owner* . .
Accommodation query Ccomentomauy > St A prry > st allowing you to input the first and last name.
2 Qweue hem Detais Recommodation Enauiry
Do pevocse ity Double dlick on the email title to open it and read the contents.
“Email LR APS Admizsions Enau ~ . - ) "
& Run Workfiow ° i If you decide to convert it to an enquiry, click on the ellipsis at the top (1), then slide down to
f Ol Al Maritt {5 tart ilog s Enaty ‘Convert to Enquiry’ (2), then select the relevant enquiry type (3):
o e plee e Word Templates » BUS Admissions Enquiry
To ‘Accommodation Advice @ P
ﬁ( b B Run Report s | Careeslacement Enquiy :
o - China Recrutment Enauiy
Subject™ Accommadation query Clearing Enquiry 2
Crested on 270872018 0851 Complint
Send to Email Adres:  Contact Default anesing and T — :
Known As - - :
vent Encuiy
Funding Enquiry g “ -
Atachments sutes e T —
File Name File Size (Bytes) Conn  Health Admissions Enquiry ) y
No Attachment records found. No Connec ¢ fee status enquiry 3
« Admisions Agent Eng —
missions Counselor
t Admissions Decision E. [Re et st et =L -
« Admisions Enauiry
nau R Crimson Conitants 1d. y
t pre-application enquiry b
\ pre-sssional enquiy ) o
e T e i A T A e S e oo The accommodation team should use the General Accommodation Enquiry option from the
e cmailbelow mih upporting documents, o
Hi, t Third Party o y
T.am currenty having trouble getting along in my accommodation at grand central, if possible T would like to book an appointment to query changing my accommodat . . - )
PO - Marsh Admissions Enquiry ¥ Once the enquiry has been aenerated vou will see the email in the centre of the screen with -
AchiySatus Received Readony B “pagesorit m W 5 - —

H O Type here to search





image6.png
ENQUIRY

General Accommodation Enquiry - Olivia Alice... =
.

Enauiry Acknoledged? No
Date Acknowledgement Ser





image7.png
POSTS  ACTIVITIES  NOTES
All | Add Phone Call

Olivia Alice Marriott
& Accommodation query
Today

Add Task




image8.png
4 REPLY <FREPLYALL = FORWARD [EJSAVE I PROCESS ~ I CONVERTTO ~ X DELETE > EMALALNK [EIFORM ===

E-MAIL: EMAL ¥

Accommodation query =

4Email




image9.png
TSND EISAVE () ATIACHFILE ) INSERT SALES LITERATURE 3 INSERT TEMPLATE (B} INSERTARTICLE %1 INSERTSIGNATURE 5 PROCESS ~ 5 CONVERTTO +  +os

E-MAIL: EMAL ¥

RE: Accommodation query





image10.png
Select Record x

Select the record for which you want to select a template.

To Recipients

Regarding Object

(& Geneat Accommodtion Encury - Oivis Aice Mot

Select Cancel





image11.png
4 New [ DEETe [ AUTOMATION PROGRAMS ENGAGEVENT TIVELINE (& GENERATE SUB ENQURY & QUALY = § PROCESS +  (SDISQUALIY ~ 2 PROSPECTUS SENT =

ENQUIRY

General Accommodation Enquiry - O

ivia Alice...

Enquiy Acknohuedged?  No
Date AcknouledgementSer
» What's New
“Summary
ENQUIRY DETAILS POSTS  ACTIVITIES NOTES
- | Add Phone Call Add Task
Enquiry Type General Accommodation Enduiry Al
nquiry Clssificatio™ @ Student
Enquiy Clasifcaio” @ Deborah Smith
Priority Standard W) | RE: Accommodation query
Enquirer ER Olivia Alce Marrott Vesterday
Enquiry Method * E-mail
A ihed Olivia Alice Marriott
Academic Year - % | Accorarodtion query
Level of Study - Vesterday

Publicstion Name. -
1s Sub Encuiry o
Follow Up/Target Res,  13/11/2018
Country of Residence
Countryof Nationsli,




image12.png
ENQUIRY

General Accommodation Enquiry - Olivia Alice... =

T S

V Enquiy Acknoledged?  Yes
' Date Acknowledgement Ser  07/11/2018.




image13.png




image14.png
Simple Enquiry Business Process (Active for 18 hours) Next Stage ©




image15.png
v Resolution™ Yes ¥ Resolution Category ™ Info provided by tear
v Date Enquiry was Resolved  07/11/2018
v Resohed By Deborah Smith




image16.png




image17.png
O e S D 5

Insert  Design  Layjout  References  Maiings  Review  View  EndNoteXs  BPubliher  Q Tellmewhatyou want
(@ Student Services Center B Accommodation - All Docume.... | Planning & Information Web .. | B Dashboards: Accommodati.

[ TricAree g i Segostl 11 -

=]

Smith, Deborah 9 Share

E . DFind -
2009 | nagbcer| assocene |, £ AaBbC AaBbC( daBbech AaBbCcD AaBbced AaBbeed A daBheer acsbceo acsbecp acsbeepe mabeede || e
5 &) Student Grades 2) ) Student Grades &) Assessment Board Reports &) Request Advisement Report & Quick Enroll aStudent ] User Profles (2) &) User Profiles g Open Advanced Find 5] Show Record Propertes | Planning & Information .. &) Employee-facing registry .. | Assessment Board Mainte... (21 RE v oPaste bt | B T U aex % &y~ i | TNomal | TNoSpac.. Headingl Heading2 Heading3 Heading4 HeadingS Heading§ Heading?  Tile  Sublitle SubtleEm.. Emphasis IntenseE.  Stong = [
Gipboard 5 Font 5 Paragraph 5 syies 5 Eiting ~
Dynamics 365 Student Servic. Dashboards o
Format Text Effects 7 %
A B
Training > Shadow
> Reflection
My Work Services Customers Collateral > Glow
> SoftEdges
@ Dashboards Cases Organisations Articles
b 3D Format
Activities D Service Calendar Contacts ﬁ Products
Queves . Services
4.1 Creating an email template
Navigate to Settings by clicking on the arrow next to the "My Work or Recruitment button
and finding the Red Box * Settings’
My Teams Accom Enquiries (Unassigned) + )
E ecoras )

File Edt Tools Help
G@New [ElMode v Zpeny v B

Enquirer Enquiry Type Enquiry Status... Enquiry Date  Modified On 4 Enquiry Meth... Enquiry Description

nquiry records found.

~hen Templates:

Emai Accouns | + @

PRODUCT CATAL

<

H O Type here to search 4




image18.png
imodation Desk Pr MUpgrade - Word

2 hitps:/crm2015 fjmu.ac.uk/Production-Pass2/main.asp 754046065 ~ @ Liverpool John Moores Universiy [GB] & | Search. o~

Design  Layout  References  Mailings EndNoteXs Bl Publisher  © Tell me what you vant to Smith, Deborah 9, Share

(@ Student Services Center B Accommodation - All Docume..., | Planning & Information Web Dashboards: Accommodati. L. R R - P Find -
- EECEEm - () segocul <[11 | A N[ Aar 2 B0 apocer amsbeoc |, £ AaBbC AaBbCi Aasbcc asBoced aaiced daseced AR aamcer aasbeeo masbees nssbceor masbede | gy "
5 &) Student Grades (2) &) Student Grades (] Assessment Board Reports (] Request Advisement Report & Quick Enroll a Student ] User Profiles (2) & User Profiles g Open Advanced Find [ Show Record Properties | - Planning & Information .. & Employee-facing registry ... | Assessment Board Mainte... (] RE 7 oPate o romatpanter B L U e x [ A- - A &y~ i - | TNormal | TNoSpac.. Headingl Heading2 Heading3 Heading4 Heading5 Heading6 Heading7  Title Subtitle  SubtleEm.. Emphasis IntenseE..  Strong ¥ Select~

Ciipboard 5 Font 5 Paragraph stles 5 Edting ~
Dynamics 365 Student Servi Dashboard:

4. Ema|| Templates . Format Text Effects ¥ %

4.1 Creating an email template A 8

My Work Recruitment Events Management Vacancy Management Business Development Student Services Marketing Disabilities b Shadow.

Navigate to Settings by clicking on the arrow next to the "My Work’ or ‘Recruitment button

 Refecton
Business Extensions Customization System Process Center Crimson Consultants Application and finding the Red Box ‘Settings" > Glow
 Soft dges
Business Management E email Accounts m Customizations ﬂ Administration E Actiity Feeds Configu. n Processes E Common Settings @Y vacancy Management Interactive Service Hub sor
(A i
Templates email subscription Gr. Solutions m Data Management E Activity Feeds Rules D Social Networking Schools Liaison . My Apps
Product Catalogue Plug-In Trace Log System Jobs m Security Events Management Student Welfare My Work Services Gustormars Collateral
Auditing li! Student Recruitment
email Configuration Business Development
My Teams Accom Enquiries Unassigned) v +
.and then Templates:
‘Search for records il
e e GriyOse Modiedn 1| oy e i estion ST
No Enquiry records found. ©dansions Susiness
i
mooucr o
it
et p—
Page 110113 952words [F ] S - 1 + 120%

H O Type here to search





image19.png
Dynamics 365 Setting:

Templates

Which feature would you like to work with?

P

Article Templates R
Creste and manage templatesfor artices in the knowledige base.

Email Templates N
Creste and manage templates for emeil messages. =3

Document Templates
Creste and manage templates for documents.

Contract Templates
Creste and manage templates for contracts.

Mail Merge Templates
Upload and manage Word templ

natures
Create and manage email ignatures.





image20.png
Dynamics 365 Setting:

Email Templates
Bnew | B | X |G runWorkion.. [3]

/| Tle
Accommodation template
Account Reconnect
Bulk Deleion Task Completed With Failure Template
Bulk Deleton Task Completion Template
Bulk Deletion Task Failed Template:
Case Auto Response
Case Escalaton
Case Resoived Acknawedgament
Clae signature
Closed Case Acknowiedgement:
Contact Reconnect
Contract Expiration Notifcation
D15 - Action Pan

e e e

v Templates

art Dislog | More Actons -

Tempiate Type
Giobal

Organisation

Case

Case

Case

Giobal

Case

Contact

Case

P

Viewable 8y
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization
Organization

A

Language

gisn(1033)

gisn(1033)

Engisn(1033)

gisn(1033)
Engisn(1033)

gisn(1033)
Engisn(1033)
Engisn(1033)

gisn(1033)
Engiisn(1033)
Engisn(1033)

gisn(1033)

gisn(1033)

e itmaay

Reply Rate

Open rate

Sent email count

Recommended

No




image21.png
Email Template Type

Select a template type to use for this new email template.

x

Tempiate Type Glooal

oK Cancel




image22.png
[N o s PICTUR. 2 B E S -
BTl o s omon paceLvout| @ E 6. O - HOME | SEND/RECEVE  FOLDER  VEW  ADDNS  CRM  MekfeeEmalScon
% famen i x5 aee o [ oVE | NS OESON  PAGHLAYOUT RFENGS  MAUNG NS VW Enowd  Gabut s - L@ s O S cons i | Wl o e SerchPeople
R s 5 Address Book
Paste - ay . F » - e - = —~==
e o B I U-men Ao A | [T egoeur i A & Aar 2% nagbCer ammbceoe L. £ # e it el s ac. 5555/ CRMTroiningmain ospc=31455 0 & | g Email Templ. | Mg Emai Templatene] G G | Y FiterEmai-
Clipboard Font Paste BIU-sxx A-¥-A-B® TNormal | TNoSpac... Headingl [7| Fditing File  E — Find
- — T B Toa - - o+ | © Email Tempiste: New Email Templste - Microsoft Dynamics CRM - Interet Explorer =]
Cippoars . . sois . N i -
R 7 a FENE SRR T RY SRR SRR SERE SRT S TRRT R TRR TR R TR DN |n i B seveensCose [imservupaste [ Dette o | [
- — |~ lick the hyper-link to "tmail lemplates’ from the next page: I
S| @H SO [ Email Template: New Email Template Working on solution: Default Solution st
BTl o et omon  eace — 2
M M [—— Email )
ﬁ % [aibri ody) <11 | A A Aa- o B o Detals
w P T, Bnen || 0.
B R I — B ypet 5] Global Tempiate Language  [Engish ~
< |cipboard Font M e
s 2 1 g v Titie M Description ¥y 2
E B o | R
8 2 This opens a list of all current email templates. Click ‘New' in the top left: Accourd |
B e b e ] ol e
E B Email Templates assinl 4 B2 @ B 1 A~ A- A- | [g Unsubscribe
E B I P sakod|
B | [rm— o onton o m St for 11— 12, Friday morning.
e K pr— e omems  cewion Bukoel] d out invites — thanks.
B El O ) case | M
E i i Gabiut
£l |[IE: ETJ“ Te’"p“{‘? Type Closed {ernal Consultant, Information and Techi
4 - #®100% v U Tower, 24 Norton Street, Liverpool, L3 8F
5" H o contact = — Gabbuttg@limy.ac.uk m: 07735 291564
[ — [ [S— —
b (IE - o Contract Expiration Notification ‘Service Contract ‘Organization English(1033)
N i s [}
Bl 7 - Course Enquiries Enauiry Individual English(1033) v
M Select the template type from the dropdown, and click ‘OK.
5 E PR —— ey
K 233 Inserting Email Templates Moe A B C oD ot F oG W 1 K LM oN O P QR S T U VoW X v oz
A -
£l [ OF 29 o R Ol =l
3| Deleted ltems FW: Science Admissions in CRM Wed13:21
E Py
Outbox Coldham, Christine v
1] & e < v





image23.jpg
w LIVERPOOL
) JOHN MOORES

UNIVERSITY




