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Summary

Rapid Delivery XYZ Servi ces  Rapidbelivery( siub stelgiuent | vy
document) is an imaginary company that provides the ability for consumers to order

“Various Public Records” in the U.S. and Canada.
of which is “Doorstep Delivery,” both in Canada
services if provided around the Legal Process Serving industry. At a very high level,

the Public Record service is transactional in nature, whereas the Doorstep Delivery

service is more detailed and lengthy in process, with a longer business cycle.

On April 4th, 2018 Blackfin Cloud conducted an initial requirements -gathering session

with Rapid Delivery to understand essential business needs and how those needs may

be met using Microsoft Dynamics 365. During this interview, Blackfin Cloud was able to

determine a baseline configuration for Microsoft Dynamics 365 Enterprise. This

document is designed to provide a configuration
instructions, t o build the structure of Microsoft Dynamics 365 to support the business

objectives.

High Level Considerations
The fundamental concepts that Microsoft Dynamics 365 needs to provide for Rapid
Delivery are:

A A font-end portal where Contacts in Dynamics 365 are able authenticate to a
public website and:

o View orders that have been placed through the main public website

o Create, View and Update a service request associated with an order

o Communicate with staff with portal notes that are surfaced in Dynamics

365

A system whereby Customer Service staff can:

o View orders placed by customers

0 View/Update service requests placed by customers through the portal

o Communicate with clients through notes that are surfaced in the portal

regarding order and cases

A system to support sales and marketing functions, including business process
flows, data analysis, business intelligence and task -related operational
processes.
A partial replacement of an existing database that supports the main company
website(s) where consumers orders products and services. This system will be
referred to i n RHADDE..DH )RPDDEE. DEformation Wil be
used in this document to guide anyone who configures Microsoft Dynamics 365
to partially replace that database.
A method by which orders on the existing websites are inserted directly into
Microsoft Dynamics 365.
A data migration of historical information of clients, their order history, and
associated information about that order history.

>

>

>

>

>
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It so happens that some of these functions are pos sible using the default configuration
of Microsoft Dynamics 365, with certain requirements dictating some customizations,

in the form of API integrations with the existing website to receive orders into

Dynamics 365, plus some portal configuration/customiz ation to allow for service
requests related to existing orders. As well, some level of configuration would be
necessary with respect to schematic database changes, and forms/view customizations
and processbased workflows. Finally, a series of business pr ocess flows would be
created to support order fulfilment across several product/service lines.

Existing System—RPDDEL.DB
For the purposes of this document, we refer to an existing database system we are

cal | RPDDELDB” Thi s i s a pthat gerformes seaerayfunstigns:t e m

A Content Management for the existing website.

A A manual repository for order data that arrives via email from the website
forms.

A Customer Relationship Management functions.

The intention is to retain the existing system to pe rform the first function, while

replacing the second and third with Microsoft Dy
repository,” this specifically refers to emails
using forms on the website, which contain data ele ments that allow them to input

manually order data into the system. With Microsoft Dynamics 365, the intention is

that forms filled out on the website insert Contact and Order records into Microsoft

Dynamics 365 automatically when forms are submitted.

Key Entities in Dynamics 365
Below we list and discuss important aspects of the major entities that will be either
re-purposed in Dynamics 365 or constructed.

Client

Clients are customers of Rapid Delivery and are tracked using the standard Dynamics

365ent i ties named “Contact”. While it is possi bl e
Dynamics 365 to “Client,” Blackfin Cloud does nc
broad entity with many functions, and designed t

Contact. Virtually any other type of person that has any kind of relationship to  Rapid

Delivery can be tracked using the Contact entity, such as vendors, partners, and

government agency contacts, to name a few. Thus, Blackfin Cloud recommends
modifying the Contact ent i ty with “Type” to distinguish the
such as clients and other contact and then modifying views as forms accordingly. In

addition to multiple forms for an entity, there
which allow forthehidi ng and showing of fields based on an
Type”) to provide dynamic presentation of dat a.

To manage Clients effectively using Dynamics 365, we would recommend:
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1. Create Dashboards that carve up these different types of contacts in
separately managed containers, based on location, or product type.

2. Create System Views in Dynamics 365 that reflect the different types of
contacts. Those types can be:

a. Clients

b. Vendors

c. Agency Contacts

d. (any other type you like —and of course types can be added any
time)

3. Import Contacts into the system from your database as well as personal
spreadsheets, etc. To support integration, it is recommended to create a
custom attribute that would hold the unique identifier from RPDDEL.DBo
facilitate communication betw een the systems.

NOTE: Please note that in the supplied partial entity relationship diagram
referred to in Appendix B we do not see a full set of fields for the Subject Contact

(subject of the Public Record) that we see on the website forms. If this set of data
is stored in another table, we recommend possibly merging that data with the
Client data and otypifyingdé the data, even thouc

be a Subject at the same time. Please see the ERD in Appendix A as well as the
Order discu ssion.

Organization

The Organization entity in Dynamics 365 will be
entity rename, unless Rapid Deliveryi s fine with the name “Account?”
type of organization. It is understood most clients are individuals and are not

associated with organizations. If contacts are for any reason, the Account entity in

Dynamics can be used.

Organi zation (or “Account”) is a broad term) 1is
Similar to “Cont act s ”andnahaged ussdp@ashbodrdstaed c | as s ed
Views that segregate the data clearly so that in an instant, Dynamics 365 users will see

the lists of organizations by type, as well as accessing and managing the data through

separate dashboard components.

When a company functions in more than one role, then the Connection entity in
Dynamics 365 is used to establish the role of that organization as it relates to a
particular object in Dynamics 365, to afford a wide range of roles and relationships
between data.

Page6



Order

The order entity in Dynamics 365 exists by default, and is suited perfectly to the needs
of Rapid Delivery, Inc.. This is because the order entity in Dynamics features a 1:N

rel ati

onshi

p

with what

“Order edPr RRDDELDS

ar e

known

as “Order

Thus, the order entity itself will require what amounts to light customization in order

to map to the equivalent entity in

RPDDEL.DBThe following attributes would be

required based on information we have received, which is shown in Append ix B —

Artifacts Received. Below either is mapping or custom fields required

1.

RPDDEL.DField Dynamics Field Custom | Data Note
? Type?

ID Rpdel orderid Y text

Orderidentifer ? Paossibly not
required for
migration

ClientID Rpdel clientid Y Text In addition to OOB
lookup to Contact

Departmentid Rpdel_deptid Y Text

Version Rpdel_version_ Y Text Could be an
option set with
additional
mapping

Status Rpdel_status Y Option | Mapping required.

Set

MailingAddress_Recipient | Shipto_name N text

MailingAddress_Addressl1 Shipto_linel N text

MailingAddress_Address2 | Shipto_line2 N text

! Whether some of these are actually required depends on the extent to which

Delivery wishes to include them in Dynamics.
2 Please note that absent of sample data, our data types are best guesses regarding

the source system.

Rapid
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MailingAddress_City Shipto_city text
MailingAddress_Province Shipto_state prov text
MailingAddress_PostalCode | Shipto_postalcode text
MailingAddress_CountryCod| Shipto_country text
e
PhysicalAddress_Recipient | Billto_name text
PhysicalAddress_Addressl | Billto_linel text
PhysicalAddress_Address2 | Billto_line2 text
PhysicalAddress_City Billto_city text
PhysicalAddress_Province | Billto_state prov text
PhysicalAddress_PostalCod | Billto_postacoode text
e
PhysicalAddress_CountryCo| Billto_country text
de
CustomerServiceStatusld Rpdel_ Text This seems like a
CustomerServiceStat lookup. Decision
usld needed to bring
in.
IsFlagged Rpdel _isflagged Boolea
n
FlaggedReason Rpdel flaggedreason Option
Set
OrderSource Rpdel ordersource Text Text, unless the
values can be
mapped to an
option set
BillingProcessorDisabledAt | Rpdel_billprocdisable Boolea
TimeOfOrder d n
CustomerService_Reason | Rpdel_customerservic Option
ereason Set
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CustomerService_Additiona
INotes

Rpdel_customerservic
eadditionalnotes

Multi -
text

Table 1 —Order entity mappings between systems

What follows below are entities that are likely to be included in the integration, with
mappings. Beyond that, there is a list of entities which could also in included, but
which Rapid Delivery may find unnecessary for integration.

Order Line Item

Similar to most systems,
Dynami cs RBEDEL.DBNithise Dynasnicsa3b5s o t r u e
there is also an entire product catalog with units of measure, hierarchy, unit groups,

price lists. While some of these items are required for a baseline configuration, itis  up

to Rapid Delivery as to whether they wish to make extensive use of these features,

since they are not apparently required to meet the baseline objectives.

item* entity in

a 1:

N rel

ationship ex

Table 2 lists the mappings for the Order Line Item table, the equivalent of which is

RPDDEL.DB®rderedProducts.

RPDDEL.DField Dynamics Field Custom Data Note
? Type
ID Rpdel productorderedi | Y text
d
ProductLocationld Rpdel prodlocationid | Y text Must confirm if
related entity
should be tracked
in Dynamics
ProductLocationProvinceCod Rpdel prodicaionprovi | Y text
ncecode
ProductLocationCountryCod¢ Rpdel prodlocationcou | Y text
ntry
]Formerly “Order Product” in Dynamics CRM
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horization

Version Rpdel version text
Status Rpdel status Option
Set
OrderedOnUtc Rpdel orderedonutc datetime | would be surfaced
as original order
date/time UTC if
required
ProductLocationCity Rpdel productlocationc text
ity
ProductLocationCounty Rpdel productlocationc text
ounty
ShippingOptionld Rpdel shippingoptionid text Must confirm if
related entity
should be
trackedmigrated
to Dynamics
ShippingOptioNlame Rpdel shippingoptionn text
ame
RequiresCityWhenOrdered | Rpdel requirescitywhe Boolean
nordered
ShippingOptionProcessingTil Rpdel shippingoptionpr integer/d | Not sure of the
e ocessingtime ecimal data type
RequiresClientAuthorization | Rpdel requiesclientaut Boolean

Table 2 —Ordered Products (Order Line Items) mappings between systems

Table 2 above shows the source table RPDDEL.DBrderedproducts mapped to

Dynamics 365

“Or der Line

I t ems

" but

domedi mportant

that this point. Figure 1 below illustrates the architectural difference between the

two tables, with pricing.
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RPDDEL.DB Dynamics 365

M e
Fields 1

Order Line Item
{Pricing Included}

Product

Ordered FK )
Product OrderedProductiD b

—

Price List ftern

m—  m— [Wapping Fields A
e — — — — — — =[EppiNg FiElds m— — ——— — —

Figure 1 —Order Architecture Comparison and Field Mapping

As can be seen from the diagrams i ntetablgure 1,
from “Order ed RPDDELWDBYstEmM.ilmDyrtamies 365, charges are

included in the Order Line Item table. We have also included some other entities that

are part of the Order and Line Item architecture, but only as additional informatio  n.

What this architecture comparison implies is that some fields from the Orders Charges

table may need to be mapped to the Order Line Item table in Dynamics 365 system.

We include this information to inform the developers of this, because a data migration

is also requested, and this mapping of entities will be necessary to understand for the

migration. Please see Appendix B for more detail about the relationship between

these entities in RPDDEL.DB

Order Line Item Option (Ordered Product Option)

The current system includes a 1:N relationship between Ordered Products and Ordered
Product Options. It is not clear from the schema in Appendix B whether this table is in
use. Ifitis, and there truly a business need for such a relationship, then a custom

entity would need to be created in Dynamics CRM. It should be called Order Line Item
in Dynamics. Since such an entity does not currently exist, it is a simple matter to
create it. This may be the easiest route if the front -end website/ordering system uses
this architecture when creating orders. It would also be necessary if data were to be
migrated from this table.

Table 3 below shows the entity description. Mappings are for migration purposes.

RPDDEL.DField Dynamics Field Custom | Data Note
? Type
ID Rpdel_orderproducto | Y text May not be
ptionid required for
migration, since

Pagell



no lookups to this
entity

OrderProductiD Rpdel orderproductid | Y text Required for
migration —
equivalent
Dynamics field
will be created

through
configuration
ProductOptionName Name N Text Created with
entity
ProductOptionDescription Rpdel_description Y Multi -
Text
Quantity Rpdel_guantity Y Integer
Version Rpdel_version Y text Could be option
set or lookup.
TBD.

Table 3 —Ordered Product Options (Order Line Item Options in Dynamics)

Other Related Order Entities

The tables and sections above describe entities and attribute mappings for what might
be considered critical information that needs to be created in Dynamics to support the
basic objectives of Rapid Delivery .

Appendix B contains a partial Entity Relationship Diagram from the RPDDEL.DBystem,
which shows a series of entities that are related to Order in an N:1 fashion. Since the
schema does a good job of capturing the actual fields, it is somewhat redundant to

copy each of th ese in additional sections in this document. However, it will be useful

to create a table, which shows entity mappings. Since there is value in historical
information, itis upto Rapid Delivery to decide whether or not expend the effort in
creating entiti es in Dynamics to support this information, and then to migrate the

data. The entity mappings below show whether or not a custom entity would be
required, or whether it may be possible to map these data sets to existing entities.
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Table

Custom

Or D365
Entity

Note

OrderDocuments

Custom

There is a SharePoint location entity but
migration would not work in this case. Blackfin
Cloud does not recommend this migration unless
there is a functional use case.

OrderPayments

Custom

This migration would be necessary for payment
history in Microsoft Dynamics 365. Also, if there
were a future plan to provide this set of data
automatically going forward with integration
from the merchant processor, then the
architecture would be in place to support this
plan. The dif ference between this table and the
table below named “ Orde
this table there is no foreign key for Ordered
Product, whereas in Order Charges there is,
indicating a relationship.

OrderCorrespondences

Customized
Activity

This migration would be necessary for retention
of communication data in Dynamics 365. Going
forward the standard activities in Dynamics 365
could be used, and for the purposes of the
migration, some light customization could be
made to the Task, or Email or Phone Call

entities to support this migration. A custom
“Legacy Activity” entit
to support this set of data.

OrderCharges

Custom

This is a table with a N:1 (lookup) relationship
with OrderedProduct as well as Order. Thus, it
appears to be specific payments against the line
items in an order. This data would be necessary
to migrate to Dynamics 365 if payment history is
desired, and if in a future phase payment
integration is possible, then the architecture
would be in place to support that integr ation.

OrderNotes

Notes

There is already in Dynamics 365 a Notes entity,
and importing this set of data is supported

under the Order entity. What is not supported
without programming is the import of

CreatedBy, ModifiedBy, CreatdOn, as well as the
customf i el d “version”. Th
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effectively bring this set of data in is to
concatenate these fields into the body and
import them as text. If that method is used,
then the notes would be imported with the date
of import, with those fields embedded in the
body of the note.

OrderRefunds Custom This is an entity with a lookup to OrderPayment
as well as to Order. This set of data could be
imported to a custom entity to support

historical information, and if in a future phase
payment integration is pos sible, then the
architecture would be in place to support that

integration.

OrderTasks Task There is a task entity in Dynamics 365 that could
accept this data with only slight modification to
the Task such as “versi

OrderChargbacks Custom This set of data could be imported to a custom

entity to support historical information, and if
in a future phase payment integration is
possible, then the architecture would be in
place to support that integration.

OrderCharback Custom There is a sharePoint location entity but
migration would not work in this case. Blackfin
Attachments Cloud doesn’t recommend

there is a functional use case.

Table 4 —-RPDDEL.DEables related to order for potential migration

Version Entity

Based on the database schema, we believe that there needs to be a custom entity

created named “version,” i nstead of an option se
ver sion records, and wherever the “version” fiel
used as a lookup in an N:1 to version.

This is a very simple ent it yRapidDelverpwishestoone f i el
add fields to create more information around version.

A further configuration could consist of a “Proc
of a product could b e stored under a product to show all versions for a given product
over time.
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Subject Contact

As shown in the Entity Relationship Diagram in Appendix A, Blackfin Cloud recommends

the use of an additional | ookup from tohfe tQreder
Public Record for the order. While it is possible to configure this information as text

fields, we believe it is a much more useful design to provide this information as a

relationship for the following reasons:

A Data stored in this manner would be less redundant than having fields
repeated.

A Data stored in this manner would be more valuable for reporting.

A The management of orders for the same subject would result in much more
efficiency if the record was simply looked up instead of inserted as text  fields.

A In afuture phase, it may be beneficial for the website to feature the ability to

add multiple existing family members to an order. This would be must easier
with this architecture than with text fields.

As mentioned previously, we do not see the data represented for this data set in the

supplied ERD referenced in Appendix B, but if it exists, we recommend importing it

into the Contact table and configuring the contact entity to support the distinction

between this data and Client data, knowing as well that the Client can also be the

Subject Contact of an Order. There is nothing in Dynamics 365 preventing these

simultaneous relationships. It may also be possible to represent this data and

relationship using the Connection entity as well, usingarol e such as “Subject
Contact .”

Business Process Flows

Blackfin Cloud is in receipt of a series of business process flows that have been
designed by Rapid Delivery and these flows are provided for review in Appendix B.
Microsoft Dynamics 365 provides the ability to visualize such business processes in the
context of a record in the system, shown at the top of the screen on a specific item.

The concept is designed to provide three benefits:

A Guidance for a process for staff to follow.

A Standardization so that staff generally follow the recommended process.

A Quick status information as to where in the process a given item (such as an
order) is.

Simple Process Flow
Figure 2 below shows an example of the one of the processes shown in Appendix B

named *“ PR-O0HOBS Se3vice —Doorstep Delivery” as rendered in Dynai

365.
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ORDER

Doorstep Delivery for  Smith, Jenny G. = T | Saust Pt R

(((((

Order Processing (Active for 2 minutes) r

v Inke e Call™* Phone Order - Jenny
v mation/Re 4/13/2017 9:00 AM

oming Phone Order (Active for 2 minutes) Finish @ A

< Summary

B ORD-01000-51R7T6 PRODUCTS ] + SALES INFORMATION

Smith, Jenny G. Product Name | Properties | Unit Price Per Unit | Quantity Discount  Extended Amount  Suggestions Opportunit

& uspollar [ Virginia B $92.62 1.00000 $0.00 @ $9262 Quote -
CRM Service USA (samp Potential Customer*  EB Jenny Smith

Figure 2 —Very simple business process flow

This is the simplest type of process flow where there is only one stage and three steps,

represented by the green bar above atthetopoftheo r der . The steps are r
as such:
A Inbound Phone Call . This is actually a link to a phone call record in the system
whi c h, i f opened, could contain any notes th
separate record but it is related to this order. If te  lephone integration were
deployed, it's possible that this phone call
automatically. If it was created in this manner, the staff could use the bar
above to relate the phone call to the order. It could also be created manually
and the relationship established through an automatic workflow upon
completion of the call.
A Confirmation/Receipt . This is a date/time field. This could manually set by
the person who took the order to indicate that they had sent the email receipt
and confirm ation, or it could be set by the system automatically through a
workflow when the outbound email was sent by the system “, and when the
email met certain criteria.
A Live Chat? This is a Boolean (Y/N) field to indicate whether a Live Chat session
took place. This is merely an example to show the various types of fields can
be used in the process bar. Y/N, Date/Time, lookup fields, as well as currency,
text fields, text areas —all field types are supported in a business process flow.
More Complex Business Pocess Flow
I t ' s under Rdpid Detivarpdoes nat wish to build process flows for all
processes. This is especially true for simple, transactional processes, such as an
inbound phone order for a Doorstep Delivery of a Public Record as shown above.
However, for more complex business processes, business process flows are sometimes
“'t’s important to understand that outbound emai

email integration between Dynamics 365 and an email system of choice. Please see
the appropriate section below.
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more appropriate. Thus, we provide a second example, which is found in Appendix B

and called -OPR@CEESS8I Iill ment “Gold Service."’”
ORDER
Gold - Doorstep Delivery - Smith, Jenny G. = i b i A
v oriereceed R — .
v Doc Generated Yes ¥ SentMethod Postal Mail
v Clerk Review Complete 4/13/2017 11:00 AM
v Documents Sent 4/17/2017 9:30 AM
Untie the Knot CA (Active for 12 minutes) €@ | NextStage @  ~
4Summary

& ORD-01000-S1R7T6 PRODUCTS + SALES INFORMATION
Gold Service - Smith, Jenny G
& s Dollar
CRM Service USA (samp

Product Name | Properties | Unit Price Per Unit | Quantity Discount | Extended Amount  Suggestions Opportunity
[} cow-v 525035 1.00000 5000 @ $25035 Quote -
Potential Customer * ER Jenny Smith

Figure3-Gol d “Doovete)p Peliill ment Process

In figure 3 above we see a more complex process. First, there are four stages, not

one. The first two stages, entitled “Account/ Orc
are already completed. The curQredretr sReavg e w”s weOr c
see four steps, from “Doc Generated” to “Clerk F
then the method by which the documents weresent —i n t hi s case, “Post al M
There is a fourth stage named “Closureedér whi ch coc
was fulfilled.

Business Process Flow Summary

These two scenarios are merely examples provided to show how designed business

processes shown in Appendix B can be created and rendered in Microsoft Dynamics

365. As part of the Microsoft Dynamics 365 deploy ment process, it’s recon
that Rapid Delivery make the decisions:

A Which, if any, business processes should be created in Dynamics
A If processes should be created, whether this is done through training or through
simple outsourcing.

Order Processingin Dynamics 365

As we have discussed, there is an Order entity in Dynamics 365, which is well -suited to
the needs of Rapid Delivery, Inc.. However, there is some configuration that would be
required to accomplish all of the objectives that Rapid Delivery wishes to achieve.
The following section discusses each of these configuration topics.

Product Catalog

Since Rapid Delivery has a well-defined product catalog, which is stored as data in
RPDDEL.DBand potentially in other places), the product catalog in ~ Microsoft
Dynamics 365 will need to be populated with the products that Rapid Delivery
currently has. Additionally, elements of the Product Catalog section of Dynamics 365
will also need to be configured, such as (some may not be relevant or necessary):
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Price Lists and Discount Lists

Units of Measure (this wildl |l i kely be very s
Unit Groups (probably not relevant)

Families, Product Groups, and Hierarchy

> > > I

Once these initial configurations are completed, the import of existing products w  ould
typically be performed to arrive at a full product catalog, which would allow the
population of Orders in Microsoft Dynamics 365 with Order Line Items. This activity —
the configuration and subsequent import can be achieved by Rapid Delivery either
through training, or through outsourcing, or a combination of both.

Order Configuration

Based on the database description provided in Appendix B, we do not see a great deal
of customization required for the order entity in Dynamics 365, but in our experience
most companies that deploy Dynamics 365 simplify the order forms, and create

specific views that contain the columns they care most about.

Order Queues
There is a “queue” function in Dynamics 365 that

by default, can make use of queues. The automatic queuing of items such as orders
and cases (service requests) must be configured. The general design of queues is as
follows:

>

When an order or a case is created and queue:
i tem” i s agwrduaud multipletypes of queue items can be

created. This is useful if a staff member performs both order and case

processing.

Queues are generally displayed in dashboards and lists so that staff can see the

items appear in queues as they are created.

Staff can be assigned to one or more queues and when at item appears, staff

can “claim” the queue item, which effectivel
to their personal queue while they process the item. Once they are finished,

the item is removed fr om all queues.

Dashboards for workers are usually presented as a side-by-side general queue

with unclaimed items in one dashboard component and another with items they

are working on. Managers typically create dashboards that show all items and

who is working on them.

>

>

There are specific indications in Appendi x B t he
As in other parts of this document, Rapid Delivery has the option of learning how to
configure queues or outsourcing the configuration.

Payment, Chargeback, and Financial Information
As we have seen in the earlier discussion about the Order entity, especially with

respect to data migration and database structure, there are a number of entities that
exist around the financial aspects of orders in the existing d atabase. There are two
methods by which this data can be entered into Dynamics on a go -forward basis:
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A Through API interaction with an outside payment processing system, if the
system supports an API.
A Manual entry

Based on processes and requirements shownin Appendix B, it appears that financial
information wi |l need to be stored and managed
scope of this document to provide a level of effort for the integration with a payment

system, so we will restrict the discussion in this document to the manual data entry.

If the entities shown in the Order section above are created to support the data

migration of historical financial order information, then the forms required to enter

payment information manually can be configured.

Customer Service in Dynamics 365

There is a Service app in Dynamics 365, with process flows, relationships to the

product catalog, a Knowledge Base, and a subject tree. One of the most important

configurations that will be necessary before deploymentis a lookup from the Case

entity (“service request”, or “ticket” in some
there can be one or more Cases related to an Order.

Rapid Delivery customer service staff will generally use Dynamics 365 to view all order
data required to assist customers, as well as manage cases. These cases can be
created in a number of ways:

A Automatically when an email is received in the system directed toward an
“alias” that is °m®mamicadxs t o a queue
A Automatically when a cust omer logs into a portal (see Portal discussion below)
and creates a case.
A Manually when a customer either emails a staff member directly, or calls into a
customer service call center.
A Manually when staff “convert” email records

Since every case can have a link to a specific order, the order details is only one click

away from the case entity, and if Rapid Deliverywoul d find it beneficial,
to configure the Caseonelnyt”i tiyn ftoor mantcil oumdhef r“orne atdh e
Case itself to avoid even a click.

Developer Note: This would be achieved with a Quick View form from Order on
the Case form.

®> Email integration is necessary, and the use of a queue for the email alias avoids the
requirement for a Dynamics 365 license for that email alias.
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Case Activity Management
The recommended design for Case Management from an architectural standpoint is
shown below:

Activities can be created
directly under the Order,
or directly under the
Case.

Figure 4 —Case Activities, Order Activities Architecture

For every Activity type in Dynamics 365, there i
lookup field to almost anything in the system. Best practice, if a design shown above

was employed, would be for c ustomer service to set their activities regarding the

case, if a case was created under an order. If, in some circumstances, a case is not

created but an activity is created for a given order 8, then the staff would set regarding

to the order directly.

Cas Queues

Most Customer Service teams require the use of queues for cases. This is generally

handled through the use of the “Queue” and “Quel
The main level of effort for this is to create the types of queues that staff wi |l watch,

and the assignment of inbound cases to specific queues based on various criteria. If

cases are created through a portal, then the criteria can be established through the

portal configuration, so that customers are forced to choose categorical at tributes

® Rapid Delivery should make a policy decision as to whether and when a case should
be created, or whether and when a simple activity (such as a phone call) would be
created under an order.
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when creating a case. Queues can be related to
attribute.

The Level of Effort will be a best estimate for the configuration of the case entity to
support queues, and the creation of up to four queues using one set of criteria.

Website Integration with Microsoft Dynamics 365

Presently, order forms at various websites owned by Rapid Delivery generate email
messages which are received by staff that contain information from the order form.
This information is then use d to manually populate the order management system now
in place.

The desire is for the website form submissions to automatically create:

A Contacts in Dynamics 365
A Orders related to those contacts in Dynamics 365

There are a number of methods by which this ¢ an occur:

1. Consumption of the Microsoft Dynamics API to insert these data into Dynamics
365 from the website.
2. Leverage the Microsoft Dynamics 365 Portals
(https://www.microsoft.com/en _ -us/dynamics/crm -setup-and-
administration/web -form -steps-for-portals.aspx)
3. Use a third-party tool such as ClickDimensions to perform functions similar to
choice 3 above (http://clickdimensions.com/features/web  -forms/)

Since Rapid Delivery has a staff familiar with .Net programming, the consumption of

the Microsoft Dynamics 365 APl may be the most logical and efficient route.  Blackfin

Cloud can provide business analysttraining to assist staff in interpreting the API

provided by Microsoft, as well as expedite the integration project by providing quick

assistance when requir edtme aRlofecusddifonthiCtypeud’ s bl oc
of engagement’. The online SDK is found here.

Contact /Order Relationship for Transactional Data

One of the most significant issues with the concept of inserting records in  to Dynamics
365 from a highly transactional website like rapdixyzdelivery .net is that while all of
the information that is required to create both a Contact (Customer) and Order is
contained in every form instance on that site, multiple form submissions by the same

" http://www.blackfincloud.com/services#Pr  ojectInitiation
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person, either in a single session, or in a return session, could result in duplicate
contacts in Dynamics 365.

This is a significant problem for the data integrity of the system. In a manual -entry
system, such as which exists now, the human software users are able to perform
gueries using a variety of criteria against the existing set of customer data in order to
decide whether to create a new customer, or an additional order for an existing
customer.

Portal Requirements and Design
The requirements collected indicate that a portal is required for customerstologint o
to view orders and manage cases. This can be achieved several ways:

1. Microsoft Dynamics 365 Portal$
2. Leveraging the Microsoft Dynamics 365 APl and constructing a custom portal.
3. Using a third -party portal such as Peak Portals®.

Blackfin Cloud has experience in all three methods. As such, we understand the costs

associated with choice #2, and recommend the use of a solution that is at least

partially constructed and needs only to be maodified. Choice 3, while attractive,

nevertheless represents and additional cost, since it is our understanding that the

Portal solwution is included in certain Microsoft
most of our discussion below will mention t he Microsoft Dynamics 365 portal solution.

The Rapid Delivery requirements for a portal are fairly straightforward:

A ReadOnly Order Management. This is where customers log into a portal and
see the orders that they have placed, and their status. Notes can be enabled
for an order without affecting the read -only status.

Case Management. This is the ability for Customers to log into a portal and

open a Case associated with an Order. Create, Read and Update are required,
including the ability for customers to a dd notes and upload files to the Case are
also required.

>

8 IMPORTANT NOTETHhis solution is provided by Microsoft and licensed by Microsoft.
XRM cannot be responsible for the licensing and availability of this product, although
we are happy to discuss the product at length in this document for the benefit of
Rapid XYZ Delivery Microsoft is the best source of licensing information.

% https://lwww.peakengagement.com/peak -portals/

Page 22


https://www.peakengagement.com/peak-portals/

Please note that there is no identified requirement for eCommerce in the Portal
at this time.

To some extent, some of these features are provided with relatively light
configuration of Microsoft Dyna mics 365 portals. For instance, there is a Customer
Self-Service portal that ships with Microsoft Dynamics 365 Portals which allows for
Case Management with very lightweight customization required.

However, the following would be required to be performed before the requirements

were met:

A Branding, CSS, and portal “look and

A Customization of the portal to include the surfacing of Orders for Customers as
mentioned above.

A Customization of the portal to include the ability for porta | users to open a
Case related to an Order, and the customizations of forms and views to render
order detail information.

A Customization of the order, case and other entity forms and views as needed.

feel
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Portal Examples
The figures below illustrate a somewhat -customized instance of Microsoft Dynamics
365 Portals to partially meet the objectives listed above.

Custom Portal f | Contact Us Sample Pages ~ | Q | Sign In

WELCOME!

CUSTOM Pm«;L
foown ————|a]

. 4

Sample Data

This portal uses sample data for illustration purposes.

The starter portal is a basic portal that provides you with content, templates, and infrastructure to help you get started and build a functional portal for your organization
quickly and efficiently.

With this solution you get access to the following:

« Branding and personalization

« Sign-in and registration

* Profile management

« Content templates that you can apply to any of your pages
e Ads and polls

Figure 5 —Dynamics 365 Default Portal Landing Page

The default landing page for a Dynamics 365 portal is shown above. Both content and
design may be managed in two ways:

From a front -end portal user perspective with Portal Admin rights.

From the Dynamics 365 Portal Management section within Microsoft Dynamics
365 using “Content Snippets.”

Using Bootstrap'®, which is supported by the portals, and custom CSS files.

> >

>

10 hitps://www.microsoft.com/en  -us/dynamics/crm -setup-and-administration/create -
a-theme-for -your-portal.aspx

Page24


https://www.microsoft.com/en-us/dynamics/crm-setup-and-administration/create-a-theme-for-your-portal.aspx
https://www.microsoft.com/en-us/dynamics/crm-setup-and-administration/create-a-theme-for-your-portal.aspx

Custom Portal

# | Contact Us

Sample Pages ~

| Q | Rickon Stark ~

Home > Profile

Profile

Rickon Stark

Profile

@ security
Change Password
Change Email

Manage External Authentication

Please provide some information about yourself.

The First Name and Last Name you provide will be displayed alongside any comments, forum posts, or ideas
you make on the site.

The Email Address and Phone number will not be displayed on the site.

Your Organization and Title are optional. They will be displayed with your comments and forum posts.

© Your email requires confirmation.

Your Information

First Name *

Rickon

E-mail

rickon.stark@outlook.com

Organization Name

Last Name *

Stark

Business Phone

999-555-1213

Title

Business Ow

ner

Figure 6 —Default Customer Profile in Microsoft Dynamics 365 Portal

My Cases

Case
Case Title 4+ Number
Second Copy CAS-
Needed 00049-

FBF1B6

Wrong Name! New  CAS-
Certificate Please 00048-

Priority

MNormal

MNormal

Figure 7-Def aul t

Origin Customer Owner

Web  ABCLLC Scott, O

Phone ABCLLC Riddley, P

“My Cases’”

Status
Reason

In
Progress

In
Progress

Vi ew

Created
On

=

3/30/201
410 PM

3/30/2017

4:09 PM

i n

B Confirm Email

Y] oc--

Mi crosoft
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The default view for Customer cases is shown above. The blue case title text is a link
to the record. T here are a series of fields that are the default fields on each case
form. Both the view and the form will likely need to be customized.

© View Details
Case Number Created On
(CAS-00048-TOV5BO 3/30/2017 4:09 PM
Title *

‘Wrong Name! New Certificate Please

Customer * Contact

Josue Nava -

Case Type Subject

Problem Products

Order Priority

Order # 1234 Normal

Description

Hi - | made a mistake on the web form and put the wrong name and received a certificate that will not work for me. | probably have to order a

new one, but is there anything | can do?? Thanks -

Josue N

Figure 8 —Customized Case Form in Microsoft Dynamics 365 Portal

The form above shows a customized version of Microsoft Dynamics 365 Portal case
form, wherein there is an order associated with the case, as well as specific fields
removed from the default form, which contains many fields that most companies may
not need.
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Home = Table of Contents = My Orders

My Orders  ABc, LLC

Please see the list below of your orders with our company. If you have an issue with an order, please Create a

Case for that Order

Thanks - Rapid XYZ Delivery

Status
Name 4 Order ID Reason

Notice to Appear -TX ORD-01006-  New
B2KOV2

ORD-01004-  New

Notice to Appear - WA
L5P4N2

Sec. 7 Waiver - UT ORD-01003- New
H1G5L9

ORD-01005-  MNew
VIMBX4

Cert. Vac. - NYC

Total

Amount

$234.74

$207.64

$74.10

$105.87

Customer

ABC LLC

ABC LLC

ABC LLC

ABC LLC

Email
(Customer)

r.stark@abc.com

r.stark@abc.com

r.stark@abc.com

r.stark@abc.com

1 [ [ [

Figure 9 —Customized view of My Orders in the Microsoft Dynamics 365 Portal

Figure 9 above shows a lightly customized view in the Microsoft Dynamics 365 Portal
a |ist of

for “My Orders.” Thi

s would be
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© view Details

Summary

Order ID *

ORD-01003-H1G5L9

Name *

Sec. 9A Abrogation - WY

Currency *

US Dollar

Price List *

CRM Service USA (sample)

Prices Locked *

No ‘es

PRODUCTS

Price Per Manual Contract
Product Unit Quantity Discount Line Value
S9Ab-WY $92.62 1 $92.62
CASES
Case Case Create
Title 4 Number Priority Origin Customer Owner Status On
Wrong CAS- Normal Active  3/30/z
Name! 00048- Web ABC, LLC ' Scott 409 P
New TOV5BO
Certificate
Please

SALES
INFORMATION

Opportunity

Quote

Potential Customer *

ABC

, LLC

DESCRIPTION

Descrif

ption

Figure 10 —Customized Order form for Microsoft Dynami cs 365 Portal

Figure 10 above shows a customized order form in that Cases are presented that are

related to the order within the order form as child records. Fields such as
“Opportunity”

"QUOte",

removed with further customization.

Portal Customization —Front End

As mentioned previously, there are several ways in which the D365 portal can be

“Price

Li

From a front -end portal user perspective with Portal Admin rights.
From the Dynamics 365 Patal Management section within Microsoft Dynamics

customized:
A
A
365
A

usi

ng

“Content

Sni

ppet s.

st

" ®end

Using Bootstrap*, which is supported by the portals, and custom CSS files.

Examples below show the interface that is presented when a specific portal user is

provided with admi nistrative permissions.

a portal contact in Dynamics 365 and assign them a Portal role to allow editing.
Figures shown below are designed to illustrate some of the functions available.

1 hitps://www.microsoft.com/en

Rapid Delivery would simply need to create

-us/dynamics/crm -setup-and-administration/create -

a-theme-for -your-portal.aspx
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Custom Portal When logged in as a

= Portal Administrator,
WELCOME! — portal users see an
inline editing widget to
be used to change the

I Y look at feel of the portal
on every page

CUSTOM [HEREENE

Sample Data

This portal uses sample data for illustration purposes

The starter portal is a basic portal that provides you with content, templates, and infrastructure to help you get started and build a functional
portal for your organization quickly and efficiently.

With this solution you get access to the following:

« Branding and personalization

« Sign-in and registration

« Profile management

« Content templates that you can apply to any of your pages
« Ads and polls

Figure 11 —The Portal from the Perspective of a Portal Admin

Edit My Cases

= Genera [l Language Content £ Options =% Publishing

Description Display Date
Choose a Date

‘Custom JavaScript Subject
1 script type="text/javascript">
2
3 var images = new Array();
B a £ ! (s Comment Policy (required)
5~ function preloadImages(){ nherit
6
7 for (i=@; i reloadl 5. ar| nts.length; i+
i or (i=8; i < preloadImages.argumer ngth; i++){ Enable Ratings
] images[i] = new Image();
18 gesd] g=(); Hidden from Sitemap
11 images[i].src = preloadImages.arguments[i];
12 © - ! Exclude From Search
13 1
14
15 3
16
17 preloadImages("logo.jpg”, "main_bg.jpg", "body_bg.jpg", "header_bg.jpg"); T
Custom CSS
1~ body .modal-dialog f
2- AR tom width */
3

/ alf of the width, minus scrollbar on the left (3@px) */
5 ma left: 49px;
6 1}

Figure 12 —Javascript and CSS options on a portal page

As can be seen with Figure 12 above, the Microsoft Dynamics 365 portal supports
Javascript and CSS changes on any given page using the frontend portal editin g
function for appropriate portal roles.

Portal Customization —Microsoft Dynamics 365

In addition to the front -end capabilities described above, the Microsoft Dynamics 365
portal can be customized using the custom entities that are present in the Portal
solution inside of Microsoft Dynamics 365 itself.
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It is outside the scope of this document to provide an exhaustive set of information
regarding what it possible using the entities in Microsoft Dynamics 365 for portal
management, but figure 13 below provid es a high-level idea of the many features and
capabilities that exist for portal management from within the Microsoft Dynamics 365
solution.

Security Ads Polls

Websites Content Snippets Web Pages Contacts Web Roles Ad Placements Foll Placements
-

Page Templates E Shortcuts Web Forms m Entity Permissions m Website Access Permis, ads Polls
Redirects Entity Forms Veb Templates Invitations

Site Markers Web Files E Portal Languages E Publishing State Transi...

E Site Settings Entity Lists m Web Page Access Cont

Website Bindings @; Web Link Sets m Content Access Levels

Figure 13 —Entities to support portal management

Comprehensive guides to portal management and configuration ar e found online. An
example of one is provided here. Also useful, although perhaps used with c aution are
the guides published by *“ADX Studio” which is ¢t}

of fered by Microsoft, following their purchase ¢
Studi o [xyz query]” sometimes yieldsshbeesul ts anc
useful as well.

Portal Summary

The above examples show how the Microsoft Dynamics 365 Portal feature may be used
to meet the objectives for Rapid Delivery . As with most of the other elements of this
document , HRapid Delivenygo détermine how to implement this feature in
terms of resources.

Document Management
Document management in Dynamics 365 can generally be achieved in two ways:

1. Usingthe 0 N o t ettty which allows the attachment of documents to most
entities in Dynamics 365, where t he document exists on the entity in a time -
stamped list, showing who uploaded the document, when it was uploaded, and
a link to the document. This option does not require any additional
configuration, nor any decisions and planning. However, there are a couple of
drawbacks:

a. The size of the documents count toward your allotment of space
provided by the Dynamics 365 service, which is 5 GB. Overages will
result in additional monthly charges, although the charges are relatively
inexpensive. Using another system like SharePoint (see below) would
count only toward SharePoint space, which is usually less expensive.

b. There is no real *“document management”™ in
document control. And, you cannot map a local system drive on your
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computer t o the document repository to access the documents in that
fashion.

2. UsingSharePoint integration. This is generally the preferred method of
document management in Dynamics 365, where SharePoint folders are
automatically created under the entity when the D ocuments icon is clicked,
and once a folder is established, the documents are accessed from SharePoint
through an iFrame-type of representation under the respective Dynamics 365
entity. The only disadvantage with this method is that it takes some timetos et
up and configure. Some discussion should take place to determine decisions

like:
a. Which entities require it.
b. The naming convention of the folders.
c. The structure of the folders.
d. How this will affect what you are currently doing with OneDrive, etc.

with respect to mapping drives on the local computers.

Email Integration

Email integration is mentioned several times in this document. The most seamless and

comprehensive email integration is achieved using an Office365 subscription and

“Server SiideatSiyom'hrwint hin Microsoft Dynamics 365
Contact, Emails, Tasks and Appointments are all synced automatically without

additional software.

If an Office 365 subscription is not available, then POP/SMTP servers are possible to
use with Server Side Sync, but in that case, only emails will be synced with Microsoft
Dynamics 365.

If Rapid Deliveryhasanonpr emi se Exchange Server, then it’s g
Side Sync, but there are some steps required to do so, as shown here.

Marketing

There is a “lightweight” marketing app that ¢ o0me
Sales app which provides the following features by default:

Campaign Management. This is the abili ty to manage the planning activities and

direct marketing activities for a given campaign. An example of planning activities

might be to set tasks for staff to secure a booth at a trade show, or gather data to

insert into a various marketing lists. Direct campaign activities might be the actual

email blasts that go out to prospects, or phone calls set up automatically for a phone

campai ganrbl owu'l ICampaigns support multiple channe
followed by phone call, for instance), planning ta sks, campaign templates, and

budgeting costs, and multiple marketing | ists.
channel, like an email blast, or a set of calls to make.
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Marketing Lists . Marketing lists are lists of either Contacts, Accounts, or Leads which
can be “Static” or “Dynamic

A Static = lists that are created with a query but not changed dynamically. These
lists can be added to or subtracted from manually. Typical example are all the
people that attended an Event in the past.

A Dynamic = lists that are created with a query but changed only with changing
data in the system. An example would be “AII
YYYYY or ZZ2ZZZ". When contacts appear in the

codes, they are added to the list automatically. If contacts in the list change
their zip code, they are removed from the list.

Because marketing lists are created by using the same rich query tool that allows an
enormous amount of flexibility and power around obtaining data from the system, lists
can be saved and created against almost any criteria that exists within the data set
stored in Microsoft Dynamics 365.

Not I ncluded . It may be useful to mention what is not included in the current
Marketing app in Dynamics 365, only because it is frequently aske d about. Not
included in this app is the ability to send HTML content that, when clicked, creates a
record in Dynamics 365 under the recipient record as an action of some kind. In
addition, complex nurturing features are not included, such as the ability ~ to act upon
those activities just mentioned automatically, by, say, sending an email template as
the result of that original interaction. For this type of Marketing enhancement we
generally recommend ClickDimensions as third -party solution.

Sales
Included in the Sales app are also important entities such as:

A Leads
A Opportunities
A Quotes

From the collected requirements, it appears that Rapid Deliver yhas little need for the

use of these types of entities for the tran sactional nature of sites like

“rapidxysdelivery.net. * However, these entities and functio
the “Doorstep Delivery” pr o dpidddorstopdeb@mmas shown i r

In this case, then for the most part, it appears thatt he default configuration of the
sales app will meet most of the requirements, although Rapid Delivery may wish to
extend or otherwise customize the sales app to provide specific functionality for the
sales cycle for some of these products.

For instance, t he business process flows shown in this document are built on the Order

entity. However, if the Order itself has a sales cycle that lends itself to the concept

of “LARaOpportAhODtdgeér” then a business process coc
that spans all three of these entities.
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It should be understood that for business processes to span multiple entities (note that
the default configuration features a Lead A Opportunity flow), there needs to be a
lookup field between the spanned entities. For the Lead A Opportunity flow, the

l ookup named *
following would need to be in place:

Original Lead” on the Opportunity

A On the Order, a |l ookup to Opportunity named
“Opportunity”. This exists already
A On the Order, a |l ookup to the Lead named *“ Or

the jump from Lead straight to Order.

Additional Considerations
Additional considerations and topics are included below.

Training Subscriptions
Blackfin Cloud Services can provide live remote video training as shown here.

Telephony Integration

Integration with a click -to-dial as well as incoming phone call integration with a screen
pop of the contact is a requir ement/suggestion that came up in the interview as well
as in Appendix B.

While Microsoft now offers PSTN calling plans with their Office 365 E5 plan, we have
not seen documentation that indicates that inbound telephony integration with screen
pop of the Contact is supported without programmatic intervention.

Thus, at this point we would recommend investigation into add -ons which we are
familiar with, such as MSCRMAddons Telephony Integration.

Conclusion

As we pointed out earlier, this document
any person or company that is charged with building your Dynamics 365 customized
system —including you. We understand, however, that you may wish to spend more
time running your own business than taking the time to learn the configuration of
Dynamics 365. Thus, we are also attaching to this document a quote for the amount

of time we project it will take us to configure your instance of Dynamics 36 5 as
described in this document. Please let us know if you decide that you would like
assistance with your efforts in building the ideal system for you to track the

information you find most important.

Appendix A

Entity Relationship Diagram
Please see bebw the proposed High-Level Entity Relationship Diagram
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Original Lead
1

—
Lead
Account ) )
(Organization) Potertisl _j -
rga % Customer ;a Original Lead
Contact Opportunity
(Customer)
Contact Originzl
] Lead
Cert Subject Lookup
Recornrrended
R Diesign
Original Opp
Case bO Order bO—————
" Entire
M Group é
Tasks
Memped Dhgre EI:‘="5 Order Order
Viepped Ml
From Order Notas Payments Refunds
LS - -
|—0— Version Entire
[N a Group O€ Order Line Order
ltems Charges
8 |
Teshs Order
| Phane Cslls Charge
Emgils T
Motes [ 4
Connection All Other
Entity Entities

Figure 14 —High-Level ERD forRapid Delivery Dynamics 365 Deployment

Please note the following regarding the ERD shown above:

> >

>

Only significant entities are shown. (Microsoft Dynamics ships with hund reds of

system entities)

With the exception of four entities under the Order and the Version entity, all
entities shown are default entities in Dynamics 365

The “Connecti

on’”

entity is a d

ef aul t

relationship between most entity records in the system according to role. The

under |l ying

ent i

ty

mu st be “ena

bl ed”
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Appendix B —Original Business Processes

The business process flows below were created based on the results of intervie ws with
multiple parties at Rapid Delivery.

Various Shopping

: QuickBooks

~

Order Management Team

Service

BaseCRM
BaseCamp

HubSpot

NOTE-this is a sample/ima ginary business process for
an imaginary company. Your business processes, as
well as other diagrams shown in this document, will

necessarily be different

Page 35



Appendix C—Re-Engineered Business Process

Various Shopping

Client- Carts

Managed
Cart

Microsoft 365
Portals Order

Verification
System

Connector | Dynamics 365
¢ APl For Financials

‘Customer Portal

Marketing
Enhancements

Forential
Microsoft Marketing Order A A::n
Mangement Integration

Order Dispatch

Microsoft Dynamics Enterprise
ERP System of Choice

Azure DB
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