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FastTrack and Implementation Guide

FastTrack for Dynamics 365 is a customer success program powered by the 

Microsoft engineering team to enable organizations to accelerate Dynamics 365 

implementations and Go-live with confidence

About FastTrack for Dynamics 365 - Dynamics 365 | Microsoft Learn

Success by Design is the prescriptive guidance - approaches & recommended 

practices - and framework for designing, building and deploying a Dynamics 

365 solution

Introduction to Success by Design - Dynamics 365 | Microsoft Learn

The implementation guide represents the collective knowledge and experience 

of the FastTrack for Dynamics 365 team, gained over thousands of Dynamics 365 

implementations.

https://aka.ms/d365implementationguide

https://learn.microsoft.com/en-us/dynamics365/guidance/fasttrack/overview
https://learn.microsoft.com/en-us/dynamics365/guidance/implementation-guide/success-by-design
https://aka.ms/d365implementationguide


What are the Implementation Resources?

 Sub-section of the Implementation Guide

 A collection of resources to support implementation of solutions (faster, better)

 Resources cover different business applications, but this series is focused on 

Dynamics 365 Customer Service

FastTrack project experiences

Known feature asks

Align with 

product vision 

and roadmap

Propose solutions 

leveraging OOB 

features

Common requirements



Customer Service Implementation Resources

https://aka.ms/d365csresources

Omnichannel

• Customer Service 

Workspace

• Unified Routing

• Channel Integration 

Framework

Copilot Studio 

and AI
Analytics ALM

GuidesSamples Starter Packs Tutorials

https://aka.ms/d365csresources


Customer Service Implementation Resources

Are these resources officially supported by Microsoft?
This is community content, offered “as-is” and not part of Microsoft products

Meant to be a starting point for you to implement your project

All code and solutions are starter samples for your implementation, not a final product

All tutorials and guidance are in line with Microsoft’s best practices

Can I contribute to these resources?
Some of the items will have a corresponding GitHub repo (e.g., code samples)

We’ll evaluate other forms of collaboration

Can I submit my ideas for new resources?
Submit your suggestions in the Ideas portal

Leverage any FastTrack engagement you have on your project

https://experience.dynamics.com/ideas/
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Samples and tools - Overview 

Sample library for Customer Service - Dynamics 365 | Microsoft Learn

Areas:

 Unified Routing

 Omnichannel

 Artificial Intelligence

 Copilot Studio

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/component-library
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Channel-based presence – Use Case

 Agent is assigned to multiple 
channels (e.g. Chat, Voice, 

Record).

 Situations present themselves 
that require the Agent to 

temporarily halt additional 

incoming routed items

 Agent must contact Manager 
to have themselves removed 

from specific Queues



Channel-based presence – Solution

 Agent is assigned to multiple 

channels (e.g. Chat, Voice, 

Record).

 Situations present themselves 

that require the Agent to 

temporarily halt additional 

incoming routed items

 Without involving her Manager 

or placing the Customer(s) on 

hold, within seconds Agent can 

make temporarily remove 

themselves from additional 

routing assignment





Channel-based presence – Summary of Solution

• Custom button embedded in the native Customer service workspace 

ribbon. (Jscript and instructions provided)

• 3 custom Boolean fields added to the User entity

• 1 custom form added to the User entity

• Addition of 1 condition to your 

Assignment Rules – “IF custom 

Boolean field(s) on User record = Opt-

In”

• Note: Must create a custom 

Assignment Method as out of the box 

ones are not editable 
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Agent capacity for custom entities

 Use Case:

 In Dynamics 365 Customer Service in order to leverage Capacity 

Based Routing for any entity other than the case (incident) entity 

some additional configuration is necessary. We will outline two 

options to achieve this, a no-code option and a low-code option.

 Option #1 No-Code via PowerAutomate

 Option #2 Low-Code via plug-in.

Detailed description can be found on MS Learn:

Set up agent capacity for custom entities - DCCP | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-route-release-capacity-in-ur


Agent capacity for custom entities – note on your 

business process

 Define the business processes surrounding your custom entity

 Define when it is appropriate for your custom entity record to begin 

the Routing process
 This will be the Trigger for Flow #1

 Define what it means for your custom entity record to be “complete” 

(i.e. Status Reason, Business Process Flow, etc).
 This will be the Trigger for Flow #2



Option #1 No-Code via PowerAutomate

Flow #1 - Utilize an Unbound Action step 

(Action name = 

msdyn_ApplyRoutingRuleEntityRecord) to 

create a Queue Item record

Flow #2 – When the Status Reason of your 

custom entity = ‘Completed’ (or whatever 

your process dictates), the Flow places a “-

1” in the ‘Worked By’ field and changes the 

Status = Inactive



Option #2 Low-Code via plug-in

Plugin #1 - Route non-case records using a plug-in 

– the steps and sample code available applies the 

Action (msdyn_ApplyRoutingRuleEntityRecord)

Plugin #2 - Close live work items or deactivate – 

these steps and sample code provide the template 

to close the Queue Item when the custom entity is 

“complete

Note: This option would be preferable in the situation where a 

synchronous/real-time action is preferred to the asynchronous nature of 

PowerAutomate.

https://learn.microsoft.com/en-us/dynamics365/customer-service/trigger-routing-non-case-records
https://learn.microsoft.com/en-us/dynamics365/customer-service/deactivate-queue-items
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Custom record identification

Scenario:

In Omnichannel for Dynamics 365 Customer Service, you can 
identify the customer on incoming conversation.

 Considering the sample where IVR asks to the caller for the 
account number to identify the customer, C2. 

The article describes how to customize the Record Identification rule by using a custom FetchXML search 
criteria:

 <condition attribute="accountnumber" operator="eq" value="${AccountNumber}" />

MS Learn link:

Custom record identification - Dynamics 365 | Microsoft Learn 

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-omnichannel-custom-record-identification-rule
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Sample context parsing in JavaScript

Scenario:

Context variables are data that provide information about the conversation before it starts, such as 

the channel, the customer profile, and the custom settings.

You might want to access context variables from custom JavaScript code in web resources.

MS Learn link:

Sample context parsing with JavaScript - Dynamics 365 | Microsoft Learn

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-omnichannel-sample-context-parsing
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AgentScript and macro samples

AgentScript and Macro samples - Customer Service samples and tools | Microsoft Learn

• Agent scripts play a crucial role in minimizing human errors during the resolution process.

• They serve as structured guidelines, directing customer service agents on the necessary steps to take during 

interactions 

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-agent-script-macro-sample
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Live Chat Widget customization samples

Live chat widgetcustomization samples - Dynamics 365 | Microsoft Learn

The article describes how to customize Live Chat widget by modifying OOB script.

Library of sample code that will allow customers and partners to customize Omnichannel Live Chat Widget. The library is 

a live website aka.ms/d365lcwsamples with sample code that can be copied and ready to use and an example of sample 

code running.

https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-omnichannel-live-chat-widget-samples
https://aka.ms/d365lcwsamples


Live Chat Widget customization samples



Live Chat Widget customization samples

Change Widget Position



Live Chat Widget customization samples

Change Widget Position



Live Chat Widget customization samples

Change Pre-chat Content



Live Chat Widget customization samples

Change Pre-chat Content



Live Chat Widget customization samples

Change Header in Popout



Live Chat Widget customization samples

Change Header in Popout



Live Chat Widget customization samples

Change Header in Popout



Live Chat Widget customization samples

Change Message Bubble Colors



Live Chat Widget customization samples

Change Message Bubble Colors



Live Chat Widget customization samples

Customize Chat Button



Live Chat Widget customization samples

Customize Chat Button
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Thank you!   
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