Microsoft Dynamics 365 CRM Mastery -

Sales, Customer Service and Field Service

Course Description:

This comprehensive course is designed to provide an in-depth understanding of Microsoft Dynamics 365,
focusing on customer relationship management (CRM) and field service capabilities. Spanning across
multiple learning paths, this course covers the core functionalities of Dynamics 365, including Sales,
Customer Service, Customer Insights, Field Service, and more. Participants will gain practical skills
through a series of lab exercises and demos, enabling them to effectively manage and optimize customer
interactions, sales processes, and service operations. By the end of this course, you will be well-equipped
to leverage Dynamics 365 to drive business success and customer satisfaction.

Audience Profile:
This course is ideal for:

e Business professionals seeking to enhance their understanding of Microsoft Dynamics 365 CRM
and Field Service applications.

e [T professionals and system administrators responsible for managing and configuring Dynamics
365 environments.

e Sales and customer service managers aiming to optimize their team’s performance using
Dynamics 365.

e Functional consultants and solution architects interested in deepening their knowledge of
Dynamics 365 features and integrations.

e Anyone pursuing Microsoft Dynamics 365 certifications.
Prerequisites:
Participants should have:
e A basic understanding of CRM concepts.
e Familiarity with Microsoft Office and general IT systems.
e No prior experience with Dynamics 365 is required, although basic knowledge is beneficial.
Course Objectives:
By the end of this course, participants will be able to:
e Understand the core functionalities of Microsoft Dynamics 365 customer engagement apps.
e Utilize Dynamics 365 Customer Insights for managing customer journeys and data.

e Manage sales processes, including leads, opportunities, orders, and forecasting with Dynamics
365 Sales.



¢ Implement and optimize case management and customer service processes using Dynamics 365

Customer Service.

e Configure and manage Dynamics 365 Field Service applications, including work orders,
scheduling, and mobile app functionalities.

e Leverage Microsoft Power Platform to extend and enhance Dynamics 365 capabilities.
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