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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
R 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 —

Align with Propose solutions
Known feature asks — product vision Q leveraging OOB
and roadmap features

Common requirements —




Customer Service Implementation Resources

https://aka.ms/d365csresources

Starter Packs Tutorials

Omnichannel

«  Customer Service COpiIOt StUdiO
Workspace

«  Unified Routing and Al
*  Channel Integration
Framework

Analytics



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

|

K]

X

|

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

Leverage any FastTrack engagementyou have on your project


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

v Samples and tools
Samples and tools overview

A re a S . * Unified routing

Channel-based presence

Set up agent capacity for custom entities

U N |f| ed RO u tl N g + Omnichannel

Custom record identification rule
Sample context parsing

O mn | C h anne | LiveChat widget customization samples

AgentScript and macro samples

v Artificial Intelligence

Deflect cases with artificial intelligence

Artificial Intelligence

Summarize Dynamics 365 Knowledge Base
articles with ChatGPT
+ Copilot Studio

C (@) p | | Ot St u d | O DTMF aggregation by Bot Framework skills

Multilanguage voice bot

Play secured audio file

Sample library for Customer Service - Dynamics 365 | Microsoft Learn



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

@

Call Center
Agent

\

)
R

Agent
assignments

& &%

Chat Queaues

Volce Queues

Agent is in 2 active
Chat sessions + 1
active Voice call

v

Vaice call
becomes
escalation

v

Agent places
all Customer
COMmSs on
hold to contact

Manager

v
i

Manager
remaoaves AEI':'III.
from
reguested

i

Call Center
Manager



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 assighment

Call Center
Agent

G
)

Agent
assignments

% &%

Chat Queues

Record Queues

Voice Queues

Agentisin 2 active
Chat sessions + 1

active Voice call

v

Voice call
becomes
escalation

v

Agent selects
to Opt-Out of
additional
Record routing

Agent Name
User - Agent Channel

Channel Selection

Relat

ed

@ opt-in
.: ) Opt-Out

‘:) Opt-In
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Dynamics 365 Customer Service workspace

mn Customer Service workspace =. Solutions All Solutions - Micro

x | o=

s jtoc.crm.dynamics.com/main.aspx?appid=eb67cfof-9eb9-ed11-9884-000d3a3217c1

Features | Power Platform adm X

0 Dynamics-365-FastTrack-Impler X +

- o X

Relaunch to updats $

oo

= @ Home | & Inbox

B Save As |- New “~ + setAsDefault () Refresh all

Customer Service Agent Dashboard

My Active Cases v + NewCase [il Delete ~ (0 Refresh & sSeeallrecords [l RunReport
£ Filter by keyword
[0 caseTitle~ Case Number ~ Priority ~ Origin ~ Customer ~ Status Reason v Created On | ~
[ cas-o1054-q3rave CAS-01054-Q3P8Y6 Email Caorrena Sergent In Progress 4/2/2024 5317 PM
D CAS-01053-K0Q5B1 CAS-01053-K0Q58B1 Phone WQUED In Progress 3/20/2024 11:52 AM
All # A B G D E F G H J K (E M N o P Q R 5 ] U W W X Y Z
Rows: 1-2 of 2 Page 1
Cases Available to Work On ~ 0 Refresh B Seeall records My Open Activities B Task E# Email
2 Filter by keyword O Activity ... ¥ Subject ~ Regardi.. ¥  Priority > Start Date ~ Due Date T ~
[l Email Rheem Test 6.8 CAS-01053-K(  MNormal
[l Email Rheem Test 7.6 CAS-01053-K(  Mormal
] Email Rheem Test 1.1 Normal
] Email Rheem Test 2 Normal
O Emnail Rheem Test 3 Normal
™ Email Rheem Test 4 Mormal



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

Edit assignment rule

.....




=& Microsoft Dynamics 365

Agent capacity for
custom entities

Joseph Thomas




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

Perform an unbound action

Flow #1 - Utilize an Unbound Action step B When 2 Example Parameters  Settings  CodeView  Testing  About
. Custom Activity is

(Action name = aded

. . Action Name ®
deyn_Ap p |yROUt| ng RU | eE ntltyReCO rd) tO = | msdyn_ApplyRoutingRuleEntityRecord
create a Queue Item record @

‘ @ Perform an unbound I Advanced parameters
action Showing 1 of 1
When a Example o
5::;;:2:clnvixy is - ltem/Target
) decp_examplecustomactivityentities(f&  body/act... * )

., If Activity Statuseq
** Completed

o Flow #2 — When the Status Reason of your

| . custom entity = ‘Completed’ (or whatever
- e ’ your process dictates), the Flow places a “-
1" in the 'Worked By’ field and changes the

| Status = Inactive




c# Lo}

[ J [ ] [ ]
public class SamplePlugin : TPlugin
-— -— {
public void Execute(IServiceProvider serviceProvider)

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

{
// Obtain the tracing service
ITracingService tracingService = (ITracingService)serviceProvider.GetService (typeof(ITracingServi
// Obtain the execution context from the service provider
IPluginExecutionContext context = (IPluginExecutionContext)serviceProvider.GetService(typeof(IPLL
// Check if create message
if (context.MessageName.Tolower().Equals(“create™))
{
// The InputParameters collection contains all the data passed in the message request
if (context.InputParameters.Contains("Target™) && context.InputParameters["Target™] is Er

{ ce
/1 ot
Entil  cyatic void Main(string[] args)
[ Te {
if (s /{ e.g. https://yourorg.crm.dynamics.com
{ string url = "<your environment url>";
i // e.g. you@iyourorg.onmicrosoft.com
i string userllame = "<your user name>";
// e.g. yourpasSword
string password = "<your password>";
string conn = $@"
url = {url};
AuthType = DAuth;
UserName = {userName};
] Password = {password};
3 AppId = 51f81489-12ee-4a%e-aaae-a2591F45987d;
{ RedirectUri = app://58145B91-8C36-4500-8554-080854F2AC97 ;
LoginPrompt=Auto;
RequireNewInstance = True™;
]
¥ using (var svc = new CrmServiceClient(conn))
r {
H
} whoAmTRequest request = new WhoAmIRequest();
H
1 WhoAmIResponse response = (WhoAmIResponse)svc.Execute(request);

Console.WriteLine("Your UserId is {@}", response.UserId);

try

//Provide queueitem id as the second parameter which has to be deactivated.

svc.UpdateStateAndStatusForEntity("queueitem”, new Guid("6f15a7f@-8788-eb11-a812-000d3a59352

catch (Exception ex)
{
Console.WriteLine(ex.Message);

}

Console.WriteLine("Press any key to exit.");

Note: This option would be preferable in the situation where a j eieees;
synchronous/real-time action is preferredto 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: Entitytobe  Variable name to be set

In Omnichannel for Dynamics 365 Customer Service, you can finked e

identify the customer on incoming conversation. Account " Name
Considering the sample where IVR asks to the caller for the » Phone

account number to identify the customer, C2.

* Name
* Email
* Phone

CaseMumber

Attribute for Dynamics 365 entity to match with corresponding
variable name in bot

* name
* emailaddress1

* telephonel

* name
* emailaddressi
* mobilephone

ticketnumber

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.

JavaScript

parseContextVariables(executionContext) {
formContext = executionContext.getFormContext();
Microsoft.Apm.getFocusedSession().getContext().then((context) => {

customerName = context.parameters.customerName;

alert(customerName);

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

« 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

Dynamics 365 | Customer Service workspace L search Newlook @D Q@ + &
= (@ Home & Inbox X ;
£ Contact information requir... Agent SCI’IptS @&
Save @ Save &Close I” Save & Route () Refresh - New [ Resolve Case [} CancelCase &, Assign [ Add to Queue [Z Queue Item Details : & share « =)
Contoso Support '
. . . 0@
Contact information required (sample) - saved CAS-01043-YEY2ZM9  Phone  11/28/2023 4:37 PM @ Vince Angeloni v/ > Greetings
Case - Case for Multisession experience ~ Case Number Origin Created On T Owner _5
~ Send Initial Response 0
Summary Details Related v Send email to customer informing case m
acknowledgement
) > Clone case g
Case Title " Contact information required (samp... &y summary -~
> Collaboration task
(D There's not enough information to summarize. g
Customer * & Blue Yonder Airlines (sam... X O
(:) Al generated & <}
Subject Information
Priority NenmiEl Timeline + N v =
L search timeline
Case Status In Progress
f Enter a note... [ﬂJ
Product - 0
' Recent
Description Enter text @&  Auto-post on Case Contact information required... 11/28/2023, 4:37 PM

Case created by Vince Angeloni for Account Blue Yonder Airli...

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



https://learn.microsoft.com/en-us/dynamics365/guidance/resources/cs-agent-script-macro-sample

e — SANDBOX revsc@® ¢ + ©

= | Home £3 Inbox

o
Inbox views g= All Cases P2 0O Y .
¥ Add to Contoso Inv Save @ Save&Close I Save & Route () Refresh = New Convert to Work Order [} Resolve Case : & Share v =
All Cases 9 Vv Last week 1
account locked ml
My cases o y This is my Issuel - saved CAS-01033-D1L5C1 Phone 3/28/2023 1:26 PM @ Anand Singh vV

SRS Case - Case for Multisession experience Case Number Origin Created On ) Owner

Customer: Adventure Works (sample)

Active « Thu 4/11 Summary Details Related

Y February 1
o Complete overhaul required (sample) Case Title This is my Issuet Timeline + Q Y E

CAS-01066-G3J4X0 /:) Search timeline

Customer: Paul Cannon (sample) Customer 8 Contoso Bank X @

Active « High « 2/29/2024 i Enter a note... mj

Subject
v January 1 Recent
o This is my Issuel Priority Normal @ Modified on: 8:06 AM

CAS-01033-D1L5C1 7 Email from: 2 Vince Angeloni Active B [ITLI

Customer: Contoso Bank Case Status In Progress A case has been opened for your request

Active » Normal « 1/22/2024 Dear Contoso Bank, We have opened a case This is my Issuel in response to your request and assigned it to An...

Product 2 View more

Description Phone: +1234567890 / & Auto-post on Case This is my Issuel: 3/28/2023, 1:26 PM

Email: email@address.com / Case created by Anand Singh for Account Contoso Bank
Interactionld: a41b6416-
78ff-409a-8b96-

76fe87aa8b13 k

tems Last updated at 8:10 AM



Dynamics 365 Customer Service admin center O Search S A N D B OX Try the new look .: D Q - 3

3 = Summaries (4, Al Copilat)

_ ) Let agents catch up on cases and live conversations using Al-generated summaries. Manage >
£ Search admin sett... P
Lear| (sl
£ Guided channel s...
Transcript
I T S Try out our new transcript experience. Manage 2
] Learn more
& Overview
,qq User management
Outbound and inbound profiles
8 Bots Create configurations to enable agents to make outbound calls and/or to receive direct inbound calls. Manage >
a - Learn more
Oz Channels
[N Queues
Message formatting
@ Routing Try out our new capability to send and receive formatted messages using markdowns. Manage >
¥ 3 ¥ g g
Learn maore
4= Workstreams [
[0 Case settings k
Quick replies
Customer settings M= + S F . & o Toreer 3 f 5 I-US 1 n ickly ond to custt
Allow agents to create their own quick reply messages with keyboard tagging. Manage and create frequently-used messages that agents can use to quickly respond to customers. Manage 2
Learn more
Agent experience
£ Overview Personal quick replies
_ Allow agents to create their own quick reply messages with keyboard tagging. Manage >
[/ Al
Workspaces Learn more
I @  Productivity
& Knowledge Rich messages
} Create rich messaging experiences for customers. Rich messages are used to create better interaction experiences between agents and customers, Manage >
og Collaboration T Bran

Operations
Email templates
) Overview Create resuable email content with dynamics content that can be leveraged repeatly. Manage >

. Learn more
& Insights



Dynamics 365

Customer Service admin center

I

SANDBOX woererin® 2 + ©

£ Search admin sett...

;@ Guided channel s...

Customer support

@ QOverview

3

User management

Bots

& 08

Channels

Queues

® P

Routing

ﬁrr:

Workstreams

B

Case settings

=l

Customer settings

Agent experience
Q Overview

% Workspaces
@ Productivity
& Knowledge

o@§ Collaboration

Operations
) Overview

£ Insights

< E_] Show Chart = New ]E Delete | O Refresh

All macros

@) Process Name T v
ALM Live Chat Macro

ALM SMS Macro

Collaboration task

CSW Case to Contoso Invoicing
Custom Case Macro

Custom Routing Macro

Open KB

Send Initial Response

1 Visualize this view

Description v

Macro for the Live Chat

Macro for the SMS Channel

Macro for the Voice Channel

Macro for the WhatsApp Channel

Creates a copy of this case

Creates a task for collaboration purposes

A macro for the custom routing entity

Send email to customer informing case ...

%) Email a Link | ~

2 Flow

Status v

Activated

Activated

Activated

Activated

Activated

Activated

Activated

Activated

Activated

Activated

Activated

1 Export to Excel |

[ x Import from Excel |

3 Edit columns

Created On v
4/26/2023 11:03 AM
8/9/2023 4:55 AM
8/9/2023 4:56 AM
12/6/2023 4:15 AM
8/30/2023 3:31 PM
8/30/2023 3:31 PM
12/22/2023 4:59 PM
2/20/2023 2:29 PM
4/21/2023 11:54 AM
6/16/2023 3:19 PM

8/30/2023 3:31 PM

& Share

Y Edit filters ‘ Filter t

Modified On v

8/9/2023 4:52 AM

8/9/2023 4:55 AM

8/9/2023 4:56 AM

12/6/2023 4:15 AM

8/30/2023 3:31 PM

8/30/2023 3:31 PM

2/7/2024 10:54 PM

2/20/2023 2:29 PM

4/21/2023 11:54 AM

3/12/2024 1:40 AM

8/30/2023 3:31 PM

Page 1



SANDBOX wiermia@ 0 + ©

= £ T Save ‘] Save & Close Mew Dg Deactivate ]E Delete O Refresh Q Check Access ;Q-_> Assign 2 Flow i Word Templates ™ Run Report ™ & Share v
£ Search admin sett... Contoso Support - saved
Agent script

£ Guided channel s...
General Related ~

Customer support

I(E‘.E Cverview

Name *  Contoso Support Agent script steps I New Agent script step
U e t —
Rﬂ pafiiet it ) ’ . [ Name ~ Order T~ Action type ~ Modified On ~
- & Unique Name " new_agentscript_support
& Bots
Greetings 1 Text 8/30/2023 3:31 PM
of  Channels Owner @ Sourav Das Biswas
Send Initial Response 2 Macro 8/30/2023 3:31 PM
[N Queues
Language *  English (United States)
& Routing Clone case 3 Macro 8/30/2023 3:31 PM
- o
% Workstreams Description Collaboration task 4 Macro 3/12/2024 1:37 AM
[0 Case settings
Customer settings 1oty Paged

Agent experience
ﬂ Cverview
Workspaces
@ Productivity
% Knowledge

"-“3 Cellaboration

Operations
) Overview

& Insights
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Live Chat Widget customization samples

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.

Digital Contact Center Platform documentation

Live Chat Customizations Sample Library

Instructions

General

Change Widget Position
Pre-Chat

Change Pre-chat Content
Popout

Show Header in Popout

Chat Container

Change Message Bubble Colors
Hide Attachment Upload Bution
Change Agent Avatar

Hide Agent Avatar

Chat Button

Extend Chat Button Width

Hide Chat Button Subtitle
Customize Chat Button

Load Screen

Change Load Screen Item Order
Change Load Screen Text
Header

Change Header Text

Change Header Icon

Hide Header ltems

Add Custom Header Button
Add Custom Header Icon
Footer

Hide Footer Items

Post Chat Loading Screen
Add Post Chat Loading Screen Spinner
Change Post Chat | oading_Text

Instructions

In the sample code provided, please replace existing enviroment details ur enviroment details. Below image shows you enviroment details to replace:

data-

To get your enviroment details please follow these instructions:
Chat Widget snippet code

Note:

When testing sample code provided from this website, if sample widget don't work. please press Ctrl + F5 in your keyboard and try again.

Implementation optimization resources - Microsoft FastTrack

The article describes how to customize Live Chat widget by modifying OOB script.
Live chat widgetcustomization samples - Dynamics 365 | Microsoft Learn



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

Live Chat Widget customization samples

Instructions

In the sample code provided, please replace existing enviroment details by vour enviroment details. Below image shows you enviroment details to replace:

cripts/LiveChatBootstrapper.js”

data-org-id=
data-app-id="56

data-org-url="http Sfofag rm. nenthub.com”
data-lcw-version= 5
data-customization-callback="1cw"

To get your enviroment details please follow these instructions:
Chat Widget snippet code

Note:

When testing sample code provided from this website, if sample widget don't work, please press Ctrl + F5 1n vour keyboard and tryv again.



Live Chat Widget customization samples
Change Widget Position




Live Chat Widget customization sam
Change Widget Position

ples

CTYPE html>

~harset="UTF-8">

="yviewport" content="width=device-width, initial-scale=1.0">
nttp-equiv="X-UA-Compatible" te "ie=edge":
Sanpla - Change Widget Position< tle>

function lcw() {
return {

<script v2 src="https://lcwstorageaccountdev.blob.core.windows.net/charlwan/livechatwidget/scripts/LiveChatBootstrapper.ijs'

id="Microsoft Omnichannel LCWidget"
ta- 7~1.4'¢ced8£4£ 9f9£f-4d24-9939-c2£f24d6eaBf8"
ita-app-1d="561b0880-£454-426a-8£68-76e01b2b745c"
ta-org-url="https://l1ced8f4£9£9£4d249939c2f24d6eaB8f8-cxm.omnichannelengagementhub.com"
w-version="test"
mization-callback="lcw">

<hl>Sample page</hl>
utton type="button" onclick="javascript:window.close () ">Close</button>




Live Chat Widget customization samples

Change Pre-chat Content

Chats with Microsoft may be saved, stored and
used by Microsoft for customer support, quality
assurance and as described in the private policy.

Please answer below questions.

name pls? *

multi

options

one v

(J consent




Live Chat Widget customization samples

Change Pre-chat Content

=t="UTF-8">
viewport"

tp-eq ="¥-UA-Compatible"”

ample - Change Prechat Content<

ntent="width=device-width, initial-scale=1_.0">
"ie=edge">

"margin:

function lcw() {

-="https://lcwstorageaccountdev.blob.core.windows.net/charlwan/livechatwidget/scripts/LiveChatBootstrapper.js"

"Microsoft Omnichannel LCWidget"
1d="1lcedBf4f-9f9f-4d24-9939-c2f24dbeaBfB"

1d="561b0880-£f454-426a-8f68-T76e01b2b745c"
l="https://lcedBf4£9£9£4d249939c2f24d6eaBfB8-crm.omnichannelengagementhub.com"

="test"
izati callback="lcw">

lick="javascript:window.close () ">Close</b

»Sample page</hl>

ype="button"




Live Chat Widget customization samples
Change Header in Popout

Sample page D Omnichannel Live Chat Widget - Work - Microsoft Edge  — (] X

5] https:;//lcwstorageaccountdev.blob.core.windows.net/cha... A

| Close |
- BugBash —

Please answer below questions.

Email

*b

o
<

Fields marked with * are mandatory.

o BugBash




Live Chat Widget customization samples
Change Header in Popout

Sample page a Omnichannel Live Chat Widget - Work - Microsoft Edge  — O X
— 2]  https://lcwstorageaccountdev.blob.core.windows.net/cha... A
| Close |
L] BugBash — X
An agent will be with you in a moment
[ﬂJ Type your message B
= )
o BugBash




Live Chat Widget customization samples
Change Header in Popout

€!DOCTYPE html3
<html lang="en">

"""" ="UTF-8">
"wviewport" content="width=device-width, initial-scale=1.0">
nttp-equiv="X-UA-Compatible" content="ie=edge">

.Lr}Shéw ﬁender In Popout</title

W

<body

tyle="margin: 0">
<script>
function lcw() {
raturn |
controlProps: {
hideHeader: false

= v2 src="https://lcwstorageaccountdev.blob.core.windows.net/charlwan/livechatwidget/scripts/LiveChatBootstrapper.gs"”

"Microsoft Omnichannel LCWidget"
i—org-id="1lced8f4f-9f9f-4424-9939-c2f24d6eaBfB"
pp-1d="561b0880-f454-426a-8f68-76e01b2b745c"

rl="https://lcedBf4f9£f9£4d4249939c2f24d6eaBf8-crm. omnichannelengagementhub. com"
rsion="tast"

n-callback="lcw"
- "true">
‘hl>Sample page</hl>
<button type="button" onclick="javascript:window.close () ">Clese</button>




Live Chat Widget customization samples
Change Message Bubble Colors

D Omnichannel Live Chat Widget - Work - Microsoft Edge  — (] X

|Sample page 2 httpsy//lcwstorageaccountdev.blob.corewindows.net/cha... A}

Close |




Live Chat Widget customization samples

Change Message Bubble Colors

<!DOCTYPE html>
H<html lang="en">
[<head>
<meta charset="UTF-8">
<meta name="viewport" content="width=device-width, initial-scale=1.0">
<meta http-eguiv="X-UA-Compatible" content="ie=edge">
<title>Change Message Bubble Colors</title>

</head>

H<body style="margin: 0">

] <script>

] function lcw() {

] return {

] webChatContainerProps: {

— adaptiveCardStyles: {
background: "black",
color: "white"

. bg

|:—:| webChatStyles: {
bubbleBackground: 1e",
bubbleTextColor: "black",
bubbleFromUserBackground: ",
bubbleFromUserTextColor:

- }

- }

- }

- }

= </script>

<script v2 src="https://lcwstorageaccountdev.blob.core.windows.net/charlwan/livechatwidget/scripts/LiveChatBootstrapper.js”
id="Microsoft Omnichannel LCWidget"
data-org-id="1lcedBf4f-9f9f-4d24-9939-c2f24d6eaBfB"
data-app-1d="561b08BB0-£454-4262-Bf68-76e01b2b745c"
data-org-url="https://lced8f4f9f9f4d249939c2f24d6eaBfB-crm.omnichannelengagementhub.com"

data-lcw-version="test"
data-color-override="green"
H data-customization-callback="lcw">
- </script>

<hl>Sample page</hl>

<button type="butten" cncl ="javascript:window.close () ">Close</button>
F</body>

L</html>




Live Chat Widget customization samples

Customize Chat Button

Sample page

| Close |




Customize Chat Button

Live Chat Widget customization samples

<title>Customize Chat Button</title>

.windows.net/charlwan/livechatwidget/scripts/LiveChatBootstrapper.js"

data-ocrg-url="https://lcedB8f4£9£9£4d249939c2f24d6eaBfB~-crm.omnichannelengagementhub.com"

</head>
[<body style="margin: 0">
= <script>
= function lcw() {
= return {
= chatButtonProps: {
—] controlProps: {
hideChatTextContainer: true
- g
—| styleProps: {
—| generalStyleProps: {
height: "120pz"
width: "120px",
backgroundColor: "black"™,
justifyContent: .
alignItems: "cel '
borderStyle: "n .
H "s:hover": {
backgroundColor: "#cdcdcd"
- H
. Do
= iconStyleProps: {|
: width: "70%"
height: "7
cursor: "pointer",
backgroundImage:
backgroundColor
borderstyle: "
: margin: "Opx"
- }
- }
- }
- }
. H
- </script>
<script v2 src="https://lcwstorageaccountdev.blob.core
id="Microsoft Omnichannel LCWidget"
data-org-id="1lcedBf4f-9f9f-4d24-9939-c2f24d6eaBEB"
data-app-1d="561b0880-f454-426a-8f68-76e01b2b745c"
data-lcw-version="test"

= data-customization-callback="lcw">
</script>
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