
 

1                                       Reference Dynamics 365 Enterprise Edition Online Functionality 
                                          09/03/2017 © Caltech IT Ltd.  
 

 

 

 

Features (and a precis about 

Licensing) of Microsoft Dynamics 365 

Enterprise Edition Online     
 

 

 

 

A guide to give you details of what Dynamics 365 

Enterprise Edition Online can do for you.  

 

 

Catherine@caltech.co.uk 

 

 

mailto:Catherine@caltech.co.uk


 

2                                       Reference Dynamics 365 Enterprise Edition Online Functionality 
                                          09/03/2017 © Caltech IT Ltd.  
 

  

 

 

 

 

Contents 
Features (and Licensing) of Microsoft Dynamics 365 Enterprise Edition Online.................................... 4 

Overview of Microsoft Dynamics 365 Enterprise Edition Online ....................................................... 4 

Moving on From Dynamics CRM ......................................................................................................... 4 

Dynamics CRM… What were the Features and Functions? ................................................................ 5 

Dynamics 365 Enterprise Edition Online Functionality....................................................................... 5 

Overview of Dynamics 365 Enterprise Edition Online ............................................................................ 6 

A quick note about License Types ....................................................................................................... 6 

Dynamics 365 Enterprise Edition Online for Sales .................................................................................. 7 

Sales Processes in Dynamics 365 EE ................................................................................................... 8 

Multiple Currencies in Dynamics 365 EE .......................................................................................... 10 

Product catalogue in Dynamics 365 Enterprise Edition Sales Application ....................................... 10 

Defining Success with Dynamics 365 EE for Sales............................................................................. 11 

CRM for sales Dynamics 365 Enterprise Edition ............................................................................... 11 

Tracking leads, contact, accounts and opportunities ....................................................................... 11 

Relationship Insights in Dynamics 365 Enterprise Edition Online .................................................... 13 

Dynamics 365 EE delayed sends ....................................................................................................... 14 

Email tracking and activities ............................................................................................................. 14 

Email Templates in Dynamics 365 Enterprise Edition....................................................................... 15 

Editable Grids in Dynamics 365 EE .................................................................................................... 15 

Dynamics 365 Customer Service ........................................................................................................... 17 

Microsoft Social Engagement Dynamics 365 EE Online ................................................................... 18 

Unified Service Desk Dynamics 365 EE Online .................................................................................. 18 

Interactive Service Hub Dynamics 365 Enterprise Edition Online .................................................... 18 

Voice of the Customer Dynamics 365 EE Online .............................................................................. 19 



 

3                                       Reference Dynamics 365 Enterprise Edition Online Functionality 
                                          09/03/2017 © Caltech IT Ltd.  
 

Field Service Application Dynamics 365 EE Online ........................................................................... 19 

Portals ............................................................................................................................................... 19 

Project Service Automation Application for Dynamics 365 EE Online ............................................. 20 

 

 

 

 

  



 

4                                       Reference Dynamics 365 Enterprise Edition Online Functionality 
                                          09/03/2017 © Caltech IT Ltd.  
 

Features (and Licensing) of Microsoft Dynamics 365 Enterprise Edition 

Online 
 

Overview of Microsoft Dynamics 365 Enterprise Edition Online  
 

The Microsoft Dynamics 365 Enterprise Edition Online was launched in October 

2016.  For those using Dynamics CRM they will transition over to Dynamics 365 

Enterprise Edition at their contract renewal (for those Online) or software assurance 

date (for those on premise).   

 

From October 2016, new users starting off on their CRM journey will now commence 

with Dynamics 365 Enterprise Edition which is aimed at businesses with 250+ users.   

 

For many organisations that need less than 250 users they will be waiting patiently 

for Dynamics 365 Business Edition which is due to be launched in the UK in Spring 

2017.  So, if Business Edition is for you please view our BE page.  But if you are 

looking at Enterprise Edition and want to know more, please read on!  

 

Moving on From Dynamics CRM  
 

Dynamics CRM was an award-winning Customer Relationship Management system 

which was available Online, on premise or from partners hosted.  This functionality 

has been moved into Dynamics 365 Enterprise Edition which is available Online or 

On Premise.  Additionally, Microsoft continues to invest significantly in the Dynamics 

product suite and the move to Dynamics 365 will ensure the product goes from 

strength to strength.  Furthermore, the Microsoft Dynamics 365 product not only 

contains the CRM functionality but also ERP (using Dynamics AX) and additional 

features such as Field Service and Project Services. 

 

With this in mind, rest assured that your Customer Relationship Management 

functionality is in safe hands with Dynamics 365.   

 

 

 

http://www.caltech.co.uk/microsoft-dynamics/dynamics-365-business-edition/
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Dynamics CRM… What were the Features and Functions? 
 

In a nutshell, the features and functions of Dynamics CRM focused on providing 

workplace solutions for sales teams, marketers, customer service teams and 

directors across an organisation.   

 

It provided a selection of areas called “entities”.   

 

The entities provide the ability to track leads and opportunities, accounts, contacts, 

raise support cases, capture phone calls, make and track activities and manage 

marketing campaigns.  The biggest success has to be the many to many relationship 

capabilities whereby you can relate data to data across the system.   

 

For more details about Dynamics CRM core offering, check out our older pages 

which showcased Dynamics CRM.  

Dynamics CRM 

Dynamics CRM Licensing  

 

All of these great features remain in Dynamics 365 Enterprise Edition.   

 

Dynamics 365 Enterprise Edition Online Functionality  
 

This book will focus on the Dynamics 365 Enterprise Edition Online specifically.  

There is an On Premises version and you can find the functions of the On Premises 

Dynamics 365 Enterprise Edition by viewing the Licensing Guide from Microsoft.  

This way to Microsoft  

 

Microsoft has also issued a Licensing Guide for the Dynamics 365 Enterprise Edition 

Online product.  This way to Microsoft  

 

 

 

http://www.caltech.co.uk/microsoft-dynamics/
http://www.caltech.co.uk/microsoft-dynamics/dynamics-crm-license-options/
:%20http:/download.microsoft.com/documents/en-us/dynamics365/pricing/Dynamics_365_On-Premises_Enterprise_edition_Licensing_Guide_December_2016.pdf
https://www.google.co.uk/url?sa=t&rct=j&q=&esrc=s&source=web&cd=2&cad=rja&uact=8&ved=0ahUKEwii_Zfb8sbSAhVMIMAKHXAUBPgQFghFMAE&url=http%3A%2F%2Fdownload.microsoft.com%2Fdocuments%2Fen-us%2Fdynamics%2Fpricing%2FDynamics_365_Enterprise_edition_Licensing_Guide.pdf&usg=AFQjCNHXGQHt-3surFBmbg2hvdNWtFDPLQ&sig2=ARLtGfp2RZZ0bLo6kr3lcg&bvm=bv.148747831,d.d24
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Overview of Dynamics 365 Enterprise Edition Online  
 

For a quick overview of the Dynamics 365 Online Enterprise Edition, take a look at 

our website which gives the basics.  

 

If you want more detailed knowledge, read on!  

 

A quick note about License Types  
 

With the move to Dynamics 365, Microsoft altered the licensing types from 

Professional, Basic and Enterprise to role based applications.  This means that the 

licenses are now in the form of apps and allow entry to that entity to which it relates.  

Let me explain… 

For the Sales application, you will be managing leads, qualifying leads, managing 

opportunities and so on.    

If you wanted to manage cases, then you would need a customer service 

application.   

If you needed access to the entire CRM database, then you will need a plan license.  

 

 

http://www.caltech.co.uk/microsoft-dynamics/dynamics-365-enterprise-edition/
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For more information about licenses please download our Dynamics 365 Licensing 

Guide.   

 

 

Dynamics 365 Enterprise Edition Online for Sales  
 

Microsoft Dynamics 365 provides the ability to manage, track and report on sales 

data, enabling business owners to make secure decisions based on factual historical 

data.  Please check out the features and functionality that I have highlighted that will 

help Sales people to get ahead in their role using Dynamics 365 EE.  At the end of 

you will be able to download our FREE Ultimate CRM Dynamics 365 for Sales 

Checklist, giving tips to get your Dynamics 365 CRM system right for your business.   

 

✓ Focus on the right opportunities  

✓ Cloud 

✓ Prepare quotations  

✓ Working with Orders  

✓ Manage Leads  

✓ Lead scoring  

✓ Delayed email sends  

✓ Valuable email interaction data  

✓ View pipeline  

✓ Cross sell / up sell  

✓ Sort filter and search leads 

✓ Use Excel within the sales application 

http://www.caltech.co.uk/resources/microsoft-dynamics-365-licensing-summary-december-2016/
http://www.caltech.co.uk/resources/microsoft-dynamics-365-licensing-summary-december-2016/


 

8                                       Reference Dynamics 365 Enterprise Edition Online Functionality 
                                          09/03/2017 © Caltech IT Ltd.  
 

✓ Track sales with business processing  

✓ Create notes  

✓ Take tasks  

✓ One Note integration for team document collaboration  

✓ Find influencers who are involved  

✓ Documents in one place (proposals, quotes, all collaborative with your sales 

team 

✓ Track against your sales goals for reporting and commission  

✓ Work offline with Dynamics 365 Enterprise Edition by setting up mobile offline  

✓ Office Delve 365 integrated to help find relevant documents and people  

✓ Automatically tracks emails with editor release capabilities  

✓ Multiple currencies  

✓ Sales territory management / Sales regional management  

✓ Relationship insights using information in Dynamics 365 and Exchange  

✓ Conditional reminders  

 

Sales Processes in Dynamics 365 EE   
 

Business process flows are consistent steps that happen during a sales process.  

They can be customized for each sales process and can be modified to your own 

specific process requirements.  Using the business processes means that 

information, tasks or actions need to be provided before moving to the next stage. 

  

 

You can allow multiple branches.  This gives logic to the process using “direction 

based conditions.” 
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The ‘active’ stage is shaded slightly darker and there is an ‘active flag’ shown 

together with a time of how long the opportunity has been at that stage for.  This is a 

new feature in Dynamics 365 Enterprise Edition 2017.  This timeline information can 

also be used for reporting, for example how long it takes to qualify leads on average, 

how long to develop prospects and then get to sale close stage. 

  

  

 

This screenshot above shows the 4 sales process activities that are included out of 

the box in Dynamics 365 Enterprise Edition Sales application.  Each of these 

process activities contains steps within the sales process.  The process stages can 

be ‘branched’ to support your own sales processes so it can capture the information 

you require for a successful sale.  In this example, I will create a branch to say that if 

the opportunity is over £15,000 then you may want your sales people to take 

additional information before you move to the next stage of the process.   

 

 

 

The screenshot above shows the standard process flows editing screen.  In this 

case, adding this condition means that the sales people have to do more 

qualification for opportunities over £15k.  The conditions or process can be whatever 

your sales process is.  They can be bespoke to you.  The screenshot below shows 

an edited process bar with a branch used.  
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Multiple Currencies in Dynamics 365 EE  
Dynamics 365 EE enables multiple currencies.  Prospects receiving quotations have 

a preference for the quote to be in the currency they work with.  This is really useful 

for organisations that operate across different countries.  A default currency is set 

within the system and then users can have their own default currency set.   

 

Product catalogue in Dynamics 365 Enterprise Edition Sales Application  
The Product catalogue in Dynamics 365 EE represent either physical products or 

services.  You don’t have to use product catalogue but by doing so it means that you 

unlock other benefits within the Dynamics 365 EE system.  For example, if you use 

the product catalogue it means that the system will be able to automatically track 

revenue from opportunities and also be used to produce quotations and invoices.  

The product catalogue also uses price lists and price lists can be married to 

marketing campaigns.  This means that if you are promoting a special offer then the 

price list will be used associated to the marketing campaign.  This really helps your 

sales teams to provide the best price for your prospect and ensure that the 

communication is truly across your whole organization.   

 

The product catalogue enables: 

✓ Discount lists. 

✓ Units / measures – whichever your business uses.  

✓ Products – time, stock or services.  

✓ Price lists – customized for your customer groups.  
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Defining Success with Dynamics 365 EE for Sales  
When you start out on a Dynamics 365 EE for sales implementation you need to set 

out the goals.  What is it you want to achieve for your sales team?  Do you want to 

reduce the cost per acquisition of each customer, or perhaps drive account 

management tasks?  Dynamics 365 supports customer relationship management 

(CRM) activities so goals like increasing revenue by sales representative or 

increasing order size can be measured.  

 

Dynamics 365 EE allows sales people to manage and track leads and opportunities, 

whilst managing the sales pipeline and working to your own sales goals.   

 

Dynamics 365 EE also gives the visibility of data even offline.  Today mobile 

connectivity is widespread, however from time to time you may have a need for 

offline working, for example, when you are out of network range.  For sales people 

who are out on the road this is crucial to be able to work at all times.   The Dynamics 

365 offline feature uses role types.  This ensures that the correct records are synced 

and refreshed on the mobile devices according to that role.  Users can also ‘follow’ 

records in Dynamics 365 to have a copy for offline usage when it is needed.   

 

CRM for sales Dynamics 365 Enterprise Edition  
Dynamics 365 EE sales applications allows businesses to track, manage and 

evaluate their sales processes.  Dynamics 365 EE for sales application, allows sales 

people to use CRM components to track from lead to customer or an existing 

customer with repeat sales.   

Within the main page of an opportunity are Posts, Assistant, Activities, Notes and 

OneNote.   

 

Tracking leads, contact, accounts and opportunities  
A lead in Dynamics 365 EE is a new contact with a potential sale.  Perhaps they 

have visited you at a trade show, visited your website and requested more details, or 

asked for information about your products or services.  Leads are the start of your 

sales process within Dynamics 365 EE and are often thought of as a temporary 

record until they want to move through the sales process further.  
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An account in Dynamics 365 EE displays an organization’s details.  This gives an 

overview of who works there and gives high level information of this account.  An 

account in Dynamics 365 EE can be a customer, a prospect, a supplier, a 

competitor, a partner… whatever types of organisations you may track or hold details 

of.  

 

Contacts in Dynamics 365 EE show people.  They are linked to an organization.   
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Relationship Insights in Dynamics 365 Enterprise Edition Online  
 

 

Another great feature in Dynamics 365 EE for sales application is the relationship 

insights.  The relationship insights feature automatically captures emails to 

automatically update opportunities saving your sales teams time doing administration 

every day.  This feature gives an overview of if the relationship with your business is 

good, fair or poor depending on the information captured, and it also indicates if the 

relationship is improving or is steady.  This helps sales people to understand who do 

they need to focus on and where the best opportunities lie, to enable the sales 

person to be more efficient. 
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The virtual personal sales assistant in Dynamics 365 EE tells the sales person if an 

opportunity is at risk, for example if they have not been communicated with within 30 

days.  This feature also shows when a prospect or person opens an email and brings 

the data back into Dynamics 365 EE.  The relationship insights will give ‘action’ so 

that if your sales person is due to send a letter or email that they need to do it and 

the sales assistant will help them to achieve their tasks every day.  

 

The auto capture feature gives the opportunity for the sales person to press track, or 

not, on an email.  This gives your sales people the ability to decide if the email is 

necessary to be shared with anyone on that account.  You can click on the email and 

open up Outlook directly from Office 365.  The auto capture feature can be turned 

off, if that is what you prefer for your organisation.    

 

Relationship Analytics shows you the amount of time you spend with customers and 

if you are spending the right amount of time on the best opportunities.  This really 

helps to understand the relationship status, the last interaction, and how interactive 

the last communication was.  

 

Dynamics 365 EE delayed sends  
Within Dynamics 365 EE and another great feature for sales teams is delayed email 

sends, using email engagement.  This is great to optimize the timing of when you 

send your emails.  For example, you may receive emails overnight, therefore your 

email will be received at peak time, when a mail box was not monitored and 

therefore may be missed.  By sending the email at an optimized time will give more 

traction and ensure your email gets noticed and actioned.  Dynamics 365 can also 

suggest a recommended sending time.  The suggestions are based on the 

recipients’ time zone and assume a working day being between 08.30 to 5pm.  For 

the delayed email sends to work then Bing maps must be activated, the address 

fields must be completed and it is good to note that if there is more than one 

recipient then the system will not suggest an optimized time.  When you use this 

feature the emails will be stored in “pending emails” until they are released.   

 

Email tracking and activities  
The information of when emails opened can be viewed if the email was sent from 

Dynamics 365 EE.  So, if you check your sent emails under the “recipient activity” 

you can see how many times the email was opened, if any links were clicked and the 

device the recipient read your email using.   
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Knowing when the recipient opened an email is perfect for sales people so you know 

if you need to call or if you need to remind the recipient.  Knowing if someone has 

opened an attachment or an email gives sales people an indication of if the prospect 

is interested or ready to buy.  By looking at “all followed emails” you can see how 

many emails are interacting and the statistics of the opens or engagements with your 

recipients.  This helps sales people to be more efficient and use the information to 

engage at the right time.  Conditional reminders in Dynamics 365 EE also enable 

you to set activities based on the recipients’ actions to again optimize your time.   

 

Email Templates in Dynamics 365 Enterprise Edition  
 

 

The email templates feature in Dynamics 365 EE allows you to set up templated 

communications to enable frequent reuse.  These emails will be things like 

reminders, thank you or any other common emails that you send.  Dynamics 365 EE 

will give you information of which templates had the most interaction and which 

generated the best reaction by response or reply rates.  The best templates will be 

highlighted with a star, so you can choose to use those ones more frequently.  

Again, this increases the efficiency of sales people.   

 

Editable Grids in Dynamics 365 EE  
 

Editable grids provides inline editing… OK so what does this mean?  When you first 

get Dynamics 365 EE you need to enable the editable grids.  Once they are enabled 

them you can use them across the areas of the system you choose.  One example of 

this is in the screen shot below: 
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In this instance, editable grids are not enabled.  To amend the estimated revenue or 

the close date the user would need to open the record, find the field and insert the 

new data.  With editable grids enabled in Dynamics 365 EE this means that the user 

can simply edit these fields from the view reducing the need to open the record.  This 

will help sales people quickly amend and update their records and produce reporting.   

 

TO DO: DOWNLOAD our free checklist for Dynamics 365 Enterprise Edition 

visit our popular downloads page.   

  

http://www.caltech.co.uk/resources/
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Dynamics 365 Customer Service  
Dynamics 365 Enterprise Edition customer service application enables customer and 

business collaboration using self-service, peer to peer service and assisted service.  

So, what does each of these terms mean and how can Dynamics 365 for customer 

service ensure that you are offering a world class customer experience…  Customer 

Service in Dynamics 365 users have the ability to raise all types of cases such as 

incidents, service requests or open tickets.  This is all dependent upon your business 

and your terminology.   

 

✓ Create cases  

✓ Edit and resolve cases  

✓ Active case queue management  

✓ Choice of channel to raise a customer case (incident, ticket or service 

request). 

✓ Service Level Agreement measurement (SLA) 

✓ Priority differentiation of cases  

✓ Customer support level management  

✓ Social, web chat, mobile and Email Case management  

✓ Merge or group related cases to avoid duplication of effort  

✓ Enables customer service teams to know what the next steps are for each 

customer case  

✓ Assign customer service cases  

✓ Track customer interaction  

✓ Knowledge base articles  

✓ Agent scripts  

✓ Self-service case management  

✓ Case management reporting including service levels, abandonment rate, 

average call handle time, average after work calls, customer satisfaction and 

first time call resolution.  

✓ Track emails, phone calls, appointments or tasks to a customer case  

✓ Removes duplication of cases  

✓ Guided processes for your customer service teams to follow  

✓ 360-degree view of customer data  

✓ Voice of the customer – powerful social care  

✓ Staffing levels  

✓ Unified Service Desk for Dynamics 365 (a central interface enabling 

communication across channels).  

 

Microsoft has released some great functionality for the Customer Service Dynamics 

365 EE application.  This Microsoft video demonstrates how the knowledge base 

and portal can work well for self-service and seamlessly raising a support ticket.   

https://www.youtube.com/watch?v=NH4kf5-cQP8&t=5s&list=PLRvH_Jgj96NlaM5vfjpLKqD6hO-w8l0T7&index=4
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NB.  Please note that features require appropriate licensing.  

 

Microsoft Social Engagement Dynamics 365 EE Online  
The Microsoft Social Engagement product demonstrates sentiment and analysis of 

social media data and is a great solution for those working in sales, marketing and 

customer service.  The social engagement features are included in Enterprise 

Edition Online Dynamics 365 for Sales application, Customer Service application, 

Field Service and Project Service.   

 

Find out more about Social Engagement in our earlier blog post.  

 

Unified Service Desk Dynamics 365 EE Online 
The challenges in contact centres today means that they need systems that work 

together and offer a 360-degree view of customers to ensure world class customer 

service.   This will reduce errors in case management and offers one true view of a 

customer, enabling your teams to work together in unison to drive cases to 

resolution.  Call centres today work across many different channels such as chat, 

web, social media, SMS or the phone, and the Unified Service Desk (USD) is there 

to bring these channels together in one system that is usable and powerful.   

 

The USD provides an overview of the customer and also details call scripts if you 

want to use them as well as bringing in knowledge base articles so you can extend 

those to the customers and use internally to get the case closed quickly.  

 

The Unified Service Desk (USD) rights are included with Dynamics 365 Enterprise 

Edition Online for sales and for Customer Service applications.  The USD isn’t 

available as a standalone product and is downloaded locally.   

 

Interactive Service Hub Dynamics 365 Enterprise Edition Online  
The interactive service hub consolidates customer interactions and all related 

information that can help resolve or support that case.  This includes dashboards 

and gives a great online experience.  Find out more by viewing this Microsoft video.  

 

The interactive service hub is available for team members and higher licenses.   

 

http://www.caltech.co.uk/microsoft-dynamics-crm-features-functions/
https://www.youtube.com/watch?v=h1F-T2LSn3o&index=25&list=PLRvH_Jgj96NlaM5vfjpLKqD6hO-w8l0T7
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Voice of the Customer Dynamics 365 EE Online  
The Voice of the Customer feature in Dynamics 365 Enterprise Edition gives the 

functionality to create survey responses during the valuable interactions you have 

with your customers, at those times when it matters.  Our previous update gives 

great information about how you can use VoC in your customer service efforts.   

Licensing:  

Voice of the customer is licensed within Enterprise Edition Online Dynamics 365 for 

Sales, Customer Service, Field Service, Project Service or within a Plan.  

 

Field Service Application Dynamics 365 EE Online 
Field Service delivers scheduling, stock tracking and asset management for service 

teams and customer service in the field.  It supports time allocation, organizing 

resources including location, customer preference or type.   

 

✓ Scheduling and dispatching 

✓ Communication and updates  

✓ Communication with those on the road  

✓ Asset management  

✓ Capture pictures and signatures on the road  

✓ Time keeping and payroll  

✓ Billing  

✓ Inventory management and purchasing  

 

Using Field Service in Dynamics 365 Enterprise Edition enables you to improve your 

first time fix rate, accurately predict arrival times, optimise the travelling time of your 

field staff, and remove the need for paper.  Check out the link below to see Field 

Service capabilities at Microsoft.  

Field Service application is available from Dynamics 365 Enterprise Edition.  

 

Portals  
The Microsoft Dynamics 365 Enterprise Edition Online includes one portal with Plan 

1 Business Application Subscription.  

See the Microsoft video of how portals can be used for Customer Service.  This is 

the customer portal.  

 

http://www.caltech.co.uk/microsoft-dynamics-crm-voice-customer/
https://www.youtube.com/watch?v=egzJVmM3Z04&list=PLRvH_Jgj96NlaM5vfjpLKqD6hO-w8l0T7&index=26
https://www.youtube.com/watch?v=9SLUlU_gv0E&list=PLRvH_Jgj96NlaM5vfjpLKqD6hO-w8l0T7&index=27
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Project Service Automation Application for Dynamics 365 EE Online  
The project service automation application in Dynamics 365 Enterprise Edition 

enables you to:  

✓ Quote and contract work  

✓ Plan and assign resources  

✓ Project Planning  

✓ Capture time and expenses  

✓ Project organization  

✓ Engagement with customers 

 

Thank you for reading our Dynamics 365 Enterprise Edition 

Functionality page.  For more free downloads visit our popular 

resources page where you will find free resources to help you 

every step of the way. 

 

         

www.caltech.co.uk 

 

http://www.caltech.co.uk/resources/
http://www.caltech.co.uk/resources/
http://www.caltech.co.uk/
https://twitter.com/caltechIT
http://www.linkedin.com/company/caltech-crm

