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The Challenge




Almest 0% of CRM projects fall = Vikest

#1 Challenge: User Adoption

Dynamics is Very customizable so it’s always unique to a
company

No off the shelf training can be provided to users
Users struggle when they have questions
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The usual Dynamics 369 G
Implementation

. The internal team or an external consulting c

E

ompany

creates the Dynamics environment for the company

based on their needs

. When the environment is being deployed, a training is

conducted for the future users
3. Therecording of the training as well as any
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documentation is provided to the users for future




Dynamics 369 Iintermces anc Processes

change irequently malking it cdiiificult for

acministrators to contihucusly suppert
anc tralnh daelr users

The Challenge
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Agenea

Understand the challenge of supporting Dynamics 365 users at their
moment of need

Explore the trend that Microsoft and other vendors are using to train
and support people within the flow of work

Learn how to implement contextual learning and support in
Dynamics 365 to increase adoption and reduce support tickets

!:QQQTI'NQ&Understand the pros and cons of this approach
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About me - Asif Rehmani Vs VisualSP
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http://www.sp24conf.com

Bullt in Dynamics 369 help is not useiul or

S—————— = /= ryd ay Users - -

= « BH o Save @ Save & Close - Mew g% OpenOrg Chart [ Deactivate A3 Connect |

[ La Adventure Works (sample) - savec $60,000.00 4300 System Administrator .-

(© Recent Account - Account Annual Revenue Crwener

5" Pinned Summary Project Price Lists  Assets and Locations  Details  Servicing  Files  Related

My Work
ACCOUNT INFORMATION
£ Sales accelerator

Account Mame ¥ Adventure Works (sa_. ' search timeline

[ Activities
% Dashboards Phone 555-0152 b Enter a note..

= Auto-post on Some interest in our 1) line of products (s...
Systern Administrator won Opportunity for Account Adve...

6,/3,/2022 5:05 AM

Fax
Customers

| B Accounts Website
B Contacts [ Opportunity Completed by System Administrator
Parert Account — 594 800.52

B/3,2022 5:05 AN
Sales ] _
Tieker: Symtic = Auto-post on Some interest in our 1) line of products (s...

In no\ S/ I O ¥ Leads Opportunity: Created by System Administrator for Accou...
Relationship Type - §/2/2032 505 Al
CONSULTING [ Opportunities N S

lmm 3 R Competitors Product Price List I Auto-post on Adventure Works (sample)
Account: Created By System Administrator.

632022 5:04 AM
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The current way that Dynamics users
get help at thelr mement-ei-neac

1. Looking at docs or info they have on hand
2. Asking a colleague or manager
3. Searching on the web

Or... giving up and going back to their old way of doing
things using spreadsheets, files and notes. Not good!
INNOVIQ
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Comntext Switching hurts procuctivity anel
gclepulon

Context switching constantly can cost up
to 40% drop in productivity
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Less inie /dn-context is better than moere
imii® ek eF comitest
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The Selution




Stop raining amnd
Start [elping yeur users
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Provide Learning anc Suppoert
in the Flew eF Wenk

Support users at their moment of need and

In-context of their own environment
INNOVIQ
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Examples from the web ot Learning anc
Suppert in the Flew of Werlk
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Contextual suppert anel training

Menu -~

Companies ¥
34,066 records

All companies

Company owner ~ Create date ~

Search name, phone, o Q
COMPANY NAME

IL United Healthcare

Caribbeanmfg
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Meeting with Company

Last activity date ~

CREATE DATE (CDT)

Jul 27,2022
Jul 19, 2022
Jul 5, 2022

Jun 29, 2022

Jun 29, 2022

Lead status ~

11

comu P M-

s - || Import

== All filters (0)

FIRST CONTACT CREATE DATE(...

Jul 25, 2022
Jul 19, 2022
Jul 42022

Jun 29, 2022 %

Jun 29, 2022

Next ) 100 per page ~

»

+ Add view (2/50)

All views

H Save view

LAST MODIF

Aug 14, 20
Aug 1,202
Jul 21, 202
Jul 29, 202

Jul 29, 202

-




Inline help & suppert

a{,dt( NEW ORLEANS "
FEB 7-9, 2023 . T % 0
Home | LogOut Canferer{c:a:[)elaiIE Technical Support

ed contacts + Add view (3/50) All views
' D [ SE:'-.-' = VIS
START A NEW PROPOSAL m (@ i
Proposal Title *
Title should be no more than 10 words. Please use title case rather than all caps or sentence case. Titles may be edited by ATD Actions =
Is Viva Learning the right solution for your organizational learning needs? >
75 characters (0 max) ER PRIMARY COMPANY LAST

11 words (10 max)

Proposal Type *

There are five proposal types: Byte-Sized Learning, Classroom Session, Hands-On Learning, On-Demand, and Panel
Classroom Session hd

View Proposal Type descriptions.
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Interactive Guices /| Balloons
COMMNECT TO CREM E | y L_'I:J }5‘:‘ IS}U

‘ - = ST
Technology Signals & News Similart > AN

D Similar Companies x

s wes b Caban wedadn L B Damby s Wise p drdl 3 freew

S ChanCash S

N il - 12 oot - 257500 nplewnd - 100N 1 SEO0 Galax and ChamCash share similar . 1/19

— _— indugtries, lunding stage, funding /
BITHOL, SMployss Si2e reyeus c “ b . H b
. estimate, and description

T R T — ollaboration Hu
1/19

B et ey Click here t.o engage in your Teams chats and

E Mecrtan hen 48 Contacts 1001 50000 wepheaen $° 20 480 Gelex and Sovest Wisely share channels with your coworkers. Locate the \
bt frtes ima similar Industries. funding amount. collaboration hub in the global header.

mat Collaboration content will appear contextually.

S

BEEEE -« tescoresmasing %_-.

—| Find Your Next Deal Faster With Similar Companies

Mow, you can view similar accounts and possible competitors on
company profiles so you never miss an opportunity.

LEARN MORE

B r

Discover more funding rounds




Provice users learning anc suppert in the
fleow of woerk using custem nelp paihes
alnael guieed tasiks functlonalicy in
Dyhamics 369 C

The Microsoft Solution
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Enable“Ciustom Help Panes-and

Guidedmiasksafunctiomalliity, N

Sales Activity Social Dashboard v

Home

(5 Recent

57 Pinned My Open Opportunities ) E My Open Leads

My Work o

Sales Pipeline Leads by Source
5@ Sales accelerator ® 1-Qualify @ 2-Develop @ 3-Propose @ Advertisement @ Trade Show @ Web
Activities

%= Dashboards

Customers

Accounts

R Contacts

Sales

@ Leads
L] Opportunities

2 Com petitors

H Sales




Contigure Custom relp Panes anc
Guided Tasks
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Live Demo
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The Limitations




Limitations of Custem Relp
anel Guilclee Tasks function

Lack of official support from Microsoft
Images and videos integration has some bugs

No way to implement multi step guided
balloons/walkthroughs

No way to draft items before publishing
No customization and branding options
No way to target items to specific user groups or scopes
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SUMRRATY

* Replace default help in Dynamics 365 to increase chances
of user success and adoption

* Consider the built-in functionality called Custom Help
Panes and Guided Tasks

» Understand the limitations of this functionality and plgn . 2 g
NN d@cordingly 5
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Next Steps

Reach out to me with your questions
asif@visualsp.com
@asifrehmani

3 VisualSP

Download this and my other
presentations

_http://bit.ly/AsifConference
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