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Whether you have a quick
question, or a sticky problem to 
solve, Microsoft has the
solutions you seek. We offer a 
full range of self-help and assis-
ted support resources designed 
to provide answers – fast!

In addition, our online and 
face-to-face community

Here
for you

Community-Based
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Support Resources
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resources connect you with tens 
of thousands of Microsoft
Dynamics CRM customers and 
partners who are eager to swap 
stories, share ideas and help 
solve challenges. These
communities are a fun and 
inspiring way to get to know 
other Microsoft Dynamics CRM 
users.

Together, these self-service, 
assisted and community -
based resources can shorten 
learning curves, promote user 
adoption and help maximize 
your investment. We encourage 
you to explore the many 
options outlined in this resource 
guide, then hold on to it as a 
handy reference.
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Help & Training
Microsoft’s self-service resources
are available 24x7 for times when you need
just a little extra help or guidance.
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Enjoy a 24/7 all-access pass to the CRM Help &
Training site, a central location for all the eBooks,
videos and help topics you need to make the most
of your investment.
Go to CRMhelpandtraining.com

Get ready for
the next release

See what’s new
with Microsoft
Dynamics CRM

Find great 
“getting started”
content & videos
to learn about
CRM features

Utilize ready-for-
you-to-customize
training materials
and templates

Access key
contact information
for when you need
help via the
CRM Help Center

Microsoft Dynamics Help & Training is your place to:

https://www.microsoft.com/en-us/dynamics/crm-customer-center/default.aspx
https://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
https://www.microsoft.com/en-us/dynamics/crm-help-center/default.aspx


Microsoft Dynamics CRM Quick Reference
for a Customer Care Representative

Create a new case
A customer care representative can easily create and manage cases

using Microsoft Dynamics CRM

1.Go to Service > Cases. (How do I get there?)
2.Choose New Case. For a phone support case, choose Phone Support.

3.On the form, enter the case information.

Customer Service
Quick Reference Card
We have included this quick reference card
to assist your customer care representatives
in getting started with case management.

Create, edit and resolve service cases. Get the quickref card.
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http://go.microsoft.com/fwlink/p/?LinkId=330911
http://go.microsoft.com/fwlink/p/?LinkId=525636


Customer Service
Quick Reference Card
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Resolve a case

1. Choose RESOLVE CASE

3. Choose Resolve

2. Fill in the required
information

RESOLVE CASE

Resolve

Assign a case to someone else
Find and open the case you´ll like to asign 

1. Choose Assign

3. Choose Assign

2. Select who you
want to assign the 
case to

Resolve

Assign



eBooks, CRM Videos
Implementation &
Administration,
Customization &
Development

Implementation & Administration

Customization & Development

eBooks
Check out these short, user-friendly, visual guides to key areas, including CRM basics, what’s changed in CRM
2016, business processes and more. Go to CRM eBooks.

CRM Videos
In two minutes or less, watch short videos to get started with service, mobile, and online license management,
and to learn about the new navigation in Dynamics CRM 2016. Find more videos on the Microsoft Dynamics
CRM channel on YouTube.
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CRM Online Onboarding Success – Step by step guidance for customers to onboard their organization and
users on CRM Online. Includes new tools such as a licensing calculator to help determine the requirements of
CRM licenses, instances and storage and a deployment planning guide to enable proactive planning.

Deploying and Administering CRM Online and CRM 2016 (on-premises) – Get detailed info to install,
configure, customize and maintain Dynamics CRM 2016. For IT pros and CRM admins.

CRM Training and Adoption Kit – Download editable eBooks that you can customize any way you like.
Feel free to leverage some of our Dynamics CRM 2016 content for your training and readiness needs.

Get Ready for the Next Release – New features are continually becoming available! If you administer,
configure or install Microsoft Dynamics products and services, watch this page for information about on going
releases and how to prepare your organization.

After You Update to CRM 2016: Next steps web page - Quickly access links to info about important steps to
take to get the most out of the new features and tools.

CRM Setup & Administration – For help in deploying and administering Microsoft Dynamics CRM.

Developer Center – To get the info you need to develop, design and distribute solutions for Microsoft Dynamics
CRM.

CRM 2016 Microsoft Dynamics CRM SDK – View the Software Development Kit (SDK) online, or download
all the SDK docs in the MSDN library, plus hundreds of code samples in C# and Visual Basic .NET, tools to register
plug-ins, and a design guide for solutions.

CRM 2016 Logical Entity Diagrams- Check out these Visio diagrams that show Dynamics CRM 2016 entity
relationships.

https://www.microsoft.com/en-us/dynamics/crm-customer-center/ebooks-and-videos.aspx
https://www.youtube.com/user/msdyncomm/DynamicsCRM
https://www.youtube.com/user/msdyncomm/DynamicsCRM
https://mbs.microsoft.com/customersource/northamerica/CRM/learning/documentation/user-guides/CRMOnlineOnboardingSuccessCenter
https://technet.microsoft.com/en-us/library/hh699811.aspx
https://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
https://www.microsoft.com/en-us/dynamics/crm-customer-center/get-ready-for-the-next-release.aspx
https://www.microsoft.com/en-us/dynamics/crm-customer-center/after-you-update-next-steps-to-success.aspx
https://www.microsoft.com/en-us/dynamics/crm-setup-and-administration/default.aspx
https://msdn.microsoft.com/en-us/dynamics/crm/default.aspx
https://msdn.microsoft.com/library/hh547453.aspx
https://www.microsoft.com/en-us/download/details.aspx?id=50032
http://go.microsoft.com/fwlink/?LinkID=780820


Assisted Support
Resources
For questions and issues where you need
extra assistance, the Microsoft Dynamics
CRM customer support team is available
to help you.
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Our Commitment to You.

Tiered support plans are available for every business type.

1. Serving our customers is our #1 priority
2. We take pride in being responsive and friendly to work with

Having the right support plan is crucial to your success and our ability to support you. Please ensure you discuss
with your Customer Success Manager the best support plan for your solution and organization.

Please remember, when contacting technical support, the more
information you can provide, the faster we can help resolve your issue

Initial response time of less than two hours for your most critical issues

PREMIER For complex business/critical applications

Receive 24x7 support for your most critical issues

Eliminate on-hold time with priority routing
Maximize uptime with unlimited break/fix support
Find help quickly from an online community of experts and peers
Access self-directed support on our customer portals, plus ELearning and customizable training materials

Receive expert advice, escalation assistance and much more from service delivery managers

Dedicated, customized and proactive support w/ dedicated account manager, proactive services, mentoring and on-site services

Initial response time of less than  two hours for your most critical issues

PROFESSIONAL DIRECT Priority handling and skill building

Receive 24x7 support for your most critical issues

Eliminate on-hold time with priority routing
Maximize uptime with unlimited break/fix support
Find help quickly from an online community of experts and peers
Access self-directed support on our customer portals, plus ELearning and customizable training materials

Receive expert advice, escalation assistance and much more from service delivery managers

Initial response time of less than  two hours for your most critical issues

ENHANCED

Eliminate on-hold time with priority routing
Maximize uptime with unlimited break/fix support
Find help quickly from an online community of experts and peers
Self-learning resources available 24 hours and for Dynamics CRM
Online a full ELearning catalog*
Access self-directed support on our customer portals

For fast responseSUBSCRIPTION

Maximize uptime with unlimited break/fix support
Get responses to technical support calls within one business day

Find help quickly from an online community of experts and peers
Start with Getting Started catalogue, self-help guides
Access self-directed support on our customer portals

For basic support



Contact a technical
support specialist for
CRM Online
Assisted care whenever you need it.
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If your sign-in looks like this: "youremail@yourorg.onmicrosoft.com" – your users should first contact
your CRM/site administrator(s) for assistance.

If your administrator(s) would like to contact a Microsoft technical support specialist for help, you have a few options:

Before submitting a support case make sure to check the Service Health Dashboard for known issues.
You may also try our self-help /troubleshooting

Note: Your screen view experience may vary

Online (recommended) –
https://portal.office.com Phone – 1-800-865-9408

If you are working with a Microsoft partner for support, your request process may be different and you
will be prompted to contact your partner via email or phone.

https://portal.office.com
https://portal.office.com/default.aspx#ServiceStatusPage
https://community.office365.com/en-us/p/troubleshooting


Select Support > Service Requests
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Click the plus button
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Select More > Service Requests

Select Dynamics CRM Online
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Complete form
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Complete form
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Complete form
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Complete form
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Best Practices
for Working
with Microsoft
Support
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Whenever you contact
Technical Support,

the more information
you provide upfront, the

 faster we can help
resolve your issue.

Provide details such as: Our Commitment to You:
Is the issue affecting all users?

If not, how many users
are being affected?

Which roles are being
affected?

Serving you, our customer, 
is our #1 priority

We take pride in being
friendly, responsive

and easy to work with



Community-
Based
Resources
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Microsoft
Dynamics CRM
Community
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Dynamics CRM
User Group
(CRMUG)

Social Media
Sites
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CRM Support
Team Blog
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Swap tips and share ideas, face-to-face or online, with other users and Microsoft Dynamics professionals in
our many communities.

Go to http://community.dynamics.com/crm/default.aspx

Microsoft Dynamics
CRM Community

Learn from
the experts,
and share your
expertise!

Exchange  deas
with other users

Hear the
latest news
from Microsoft

Read blogs from
Microsoft and our
CRM Partners,
including the
Dynamics CRM
Support Team

Watch great
videos all
about CRM!

The Dynamics CRM Community is your place to:

http://community.dynamics.com/crm
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The more you know about Microsoft Dynamics CRM, the more it can help you grow your business. The
Dynamics CRM User Group (CRMUG) will help you become more proficient with Microsoft Dynamics
CRM by giving you opportunities to connect, learn and share experiences with others who use the

product the same way you do. The CRM User Group (CRMUG) is an independent, user-driven
organization designed to help Dynamics CRM users connect with each other and share knowledge,

experience and training. You can engage with the CRMUG in a variety of ways, including live and virtual
events, online communities, discussion forums, regional networking opportunities and

numerous training courses.

Go to www.crmug.com

CRMUG

https://www.crmug.com
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CRM Online Blogs

Social Media Sites

Go to http://community.dynamics.com/crm/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dyna
mics-crm-support-blog.aspx

CRM Support Team Blog:

Insight from the best CRM Support Engineers
in the world

Updates on current support issues

The Support Team Blog will provide you:

Key “tips-n-tricks” Support uses to resolve
common issues

http://community.dynamics.com/crm/b/dynamicscrmsupportblog/archive/2012/08/03/welcome-to-the-dynamics-crm-support-blog
https://twitter.com/MSFTDynamics
https://www.facebook.com/msftdynamics/
https://www.linkedin.com/company/3509297
https://www.youtube.com/user/msdyncomm

