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#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

• Dynamics continues to evolve as Microsoft as well as 
your company makes changes to it



1. The internal team or an external consulting company 
creates the Dynamics environment for the company 
based on their needs 

2. When the environment is being deployed, a training is 
conducted for the future users 

3. The recording of the training as well as any 
documentation is provided to the users for future 
reference 



The Challenge



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 

Understand the pros and cons of this approach
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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!



Context switching constantly can cost up 
to 40% drop in productivity









Support users at their moment of need and 

in-context of their own environment











The Microsoft Solution











1. Lack of official support from Microsoft 

2. Images and videos integration has some bugs 

3. No way to implement multi step guided 
balloons/walkthroughs 

4. No way to draft items before publishing 

5. No customization and branding options 

6. No way to target items to specific user groups or scopes 



• 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 plan 
accordingly



Reach out to me with your questions

asif@visualsp.com

@asifrehmani
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