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Preparing your CRM

CRM Permissions

In order to make any modifications to your MS CRM, you must either have either ‘System Customiser’ or ‘System Administrator’ role assigned to your User account.

To do this your CRM Administrator must login to CRM and follow the following steps.

1. Click on the [image: image2.png]


 button on the Navigation Pane.

2. Click on the[image: image3.png]%] settings



button on the Navigation Pane.

3. Click on the [image: image4.png]


 button (Business Unit Settings) in the workspace.

4. Click on the [image: image5.png]


button (Users) in the workspace.

5. Find the user and double click on him\her in the grid. A new window with the user’s details will open.

6. Click on 
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on the Navigation page on the new window.

7. If “System Administrator” or “System Customiser” is listed in the grid then this user is ready to begin customising CRM. Go to step 11.
If neither “System Administrator” nor “System Customiser” is listed in the grid then complete the following steps.

8. Click on the [image: image7.png]Manage Roles |



 button on the Grid Toolbar. A new window will appear.

9. Scroll down on this new window and select either “System Administrator” or “System Customiser” or both according to your requirements. Please note that one of that two must be selected to allow customising of CRM.

10. Click OK to add any new Roles.

11. Your new Roles should now appear in the Grid.

12. Click “Save and Close” to return to the main CRM window. 

Create Microsoft CRM Queue

You will need to create a queue to receive all emails that you want to convert into Lead or Case. Implementing queue within Microsoft CRM requires the following two step process.
Step 1: Adding a queue into Active Directory.
1. Log on to the Microsoft Exchange server as a user with Domain Administrator privileges.

2. From the Start menu, point to All Programs, then point to Administrative Tools, then click Active Directory Users and Computers. 
3. Click View on the menu bar, then click Advanced Features to enable viewing advanced feature property sheets.
4. if the console tree is not expanded for the domain then double click the domain name.

5. In the details pane, right-click the Users folder, click new, then click Users.

6. Enter the First and Last names. For example, Support Queue.

7. In User logon name, type the name (alias) the user will log on with.
8. In Password and Confirm password, type the user’s password and select the Account is disabled option. Click Next.

9. Select the Create an Exchange mailbox check box if it is not selected, and click Next.

10. Click Finish.

11. In the console tree, double-click the container in which you created the queue user.

12. Right-click the queue user in the details pane and click Properties.
13. On the Exchange Advanced properties tab, click Mailbox Rights.

14. If more than one account appears in the Group or User Names list, search the list to see if any of the account has the Allow option selected for the Associated External Account permission.

15. If no account has the Allow option set for the “Associated external account” permission, or after removing this permission from an existing account, select Allow for this permission on the SELF Account. Verify Allow is selected for the Full Mailbox Access permissions. If Allow is clear, click Allow now.
16. Click OK to close the mailbox rights permissions dialog box.

17. Click the Exchange Advanced tab and click Custom Attributes.

18. Select the first available extension Attribute (on a new installation, the first one should be available), and click Edit.

19. Type CRMEmailEnabled, click OK then click OK again to close the Exchange Custom Attributes dialog box, and then click OK to close user properties.

20. If the queue user account is enabled, then right-click the user and click Disable Account and click OK.
Step 2: Adding a queue into Microsoft CRM

1. Open Microsoft CRM.

2. In the Navigation pane, click Settings, then click Business Unit Settings, Under Business Settings, click Queues.

3. Click New on the Action toolbar.

4. Enter the Queue Name, the Business Unit, the Owner, and the E-mail address of this queue.

5. Click Save & Close to close the form.

6. In the Navigation pane, click Workplace, then click Queues to view the newly created queue.
Create Default Contact for Case 

If you want to use CRM queue to create case, you will need to create a temporary contact that will be the default contact for newly created case.

1. Open Microsoft CRM.

2. From the top menu, click New and select Contact.

3. Type “QueueToCase” as a first name.

4. Click Save and Close.
Queue Converter 
Queue Converter converts incoming email to Lead or Case automatically using details in XML format provided in the email body. It allows webmaster to easily create Lead or Case from any HTML form by emailing user details to Microsoft CRM Queue.
Installation

1. Log on to MS CRM Server using an account with local administrator right.

2. Stop Microsoft CRM Workflow Service.

3. Unzip “QueueConverter.zip” and copy “ASK.QueueConverter.dll” to “<<installation drive>>\Program Files\Microsoft CRM\Server\bin\assembly\”. 

4. Use text editor to open “workflow.config” located in the directory above.
5. Add the following code just before </methods> tag

<method name="Queue Converter" 

assembly="ASK.QueueConverter.dll" 


typename="ASK.QueueConverter.QueueConverter" 


methodname="ConvertQueue"


group="ASK custom functions">


<parameter name="Activity ID" datatype="lookup" entityname="email"/>


<parameter name="Caller" datatype="caller"/>


<result datatype="integer"/>

</method>
6. Save and close “workflow.config”.
7. Reset IIS by clicking Start, Run, type iisreset and press Enter
8. Start Microsoft CRM Workflow Service.

Create Workflow

1. Log on to MS CRM Server using an account with Microsoft CRM ‘System Administrator’ or ‘System Customiser’ right.

2. Start Microsoft CRM Workflow Manager.
3. Change Entity Type to E-mail and click New.
4. Type in Name and select “Create” for Event drop-down list.

5. Click Insert Condition and select Check conditions.

6. Select <<add conditions here>>, click Insert Condition and select Check entity condition as shown below.
[image: image8.png]Fule name:
Rl descipton:

Common Tasks

o TR
23 Insett Acton

{0 Edi Sefected

it Delotz Selested

[Guese Convener

ctons here »>





7. Select E-mail, To and contain and click on the “…” (Browse) button as shown below.
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8. Click Static Value and click the lookup button.
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9. Select Queue, search and select the queue that you created earlier.
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10.  Click OK 3 times to go back to the screen shown below.
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11.  Select <<add actions here>>, click Insert Action, Call assembly, ASK custom functions and Queue Converter.
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12. Type in Action Name and double click on Activity ID.
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13. Click Dynamic Value and select E-mail.
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14. Click OK
15. Double click CRM Server and type in your CRM Server URL in Static Value. For example 192.168.11.2:5555, crmserver:5555, etc.
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16. Click OK twice to go back to the screen below.
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17.  Optional: you can handle error by adding action when Queue Converter returns value is less than 0 as shown below.
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18.  Click Save to save and close your new rule.
19. Click Activate to activate your workflow rule.

Usage

· Send email to MS CRM Queue in plain-text format with the following XML in the email body.
1. Lead

<QueueConverter>

<Entity>Lead</Entity>

<Attributes>

<FirstName><![CDATA[]]></FirstName>

<LastName><![CDATA[]]></LastName>

<EmailAddress><![CDATA[]]></EmailAddress>

<Subject><![CDATA[]]></Subject>

<Salutation><![CDATA[]]></Salutation>

<CompanyName><![CDATA[Computer Aid Design]]></CompanyName>

<JobTitle><![CDATA[]]></JobTitle>

<Telephone><![CDATA[]]></Telephone>

<Mobilephone><![CDATA[]]></Mobilephone>

<Description><![CDATA[]]></Description>

<AddressLine1><![CDATA[]]></AddressLine1>

<AddressLine2><![CDATA[]]></AddressLine2>

<City><![CDATA[]]></City>

<State><![CDATA[]]></State>

<PostalCode><![CDATA[]]></PostalCode>

<Country><![CDATA[]]></Country>

<Rating></Rating>

<LeadSource></LeadSource>

<PreferredContactMethod></PreferredContactMethod>

<DoNotEmail></DoNotEmail>

<DoNotPhone></DoNotPhone>

<DoNotPostalmail></DoNotPostalmail>

<NoMarketingMaterials></NoMarketingMaterials>

</Attributes>
<DeleteMail>TRUE</DeleteMail>

</QueueConverter>

Note:

· Use integer value for Rating, LeadSource and PreferredContactMethod instead of name, for example, use 1 for Rating Hot.
· Use “TRUE” or “FALSE” for DoNotEmail, DoNotPhone, DoNotPostalmail and NoMarketingMaterials.

· Specify “FALSE” for DeleteMail if you do not want to delete the incoming email automatically.
2. Case
<QueueConverter>
<Entity>Case</Entity>

<Attributes>

<Title><![CDATA[]]></Title>

<SerialNumber><![CDATA[]]></SerialNumber>

<CaseType></CaseType>

<Priority></Priority>

<ServiceLevel></ServiceLevel>

</Attributes>

<DeleteMail>TRUE</DeleteMail>

</QueueConverter>

Note:

· Use integer value for CaseType, Priority, and ServiceLevel instead of name, for example, use 1 for ServiceLevel Gold.

· Specify “FALSE” for DeleteMail if you do not want to delete the incoming email automatically.
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