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Managing 311 Requests
About This Guide
This is a tool guide for Dynamics CRM and a Dynamics CRM Business Process guide.
311 Requests are known as Cases within Dynamics CRM and will be referred to as such
throughout this document.
This document is covers:
1.
2.
3.
4.

Manual case creation
Working with cases
Case resolution
Case reactivation

What is a Case in Dynamics CRM?
A case should be considered an electronic folder in Dynamics CRM that is used to collate and
manage all information related to either a:
•
•

311 Request or a
Public Records Request

Cases can be created in Dynamics CRM in one of four ways:
•

By the citizen using the 311 Portal

•

By a City staff member emailing one of the following three email addresses:

•

o

311CityClerk@coronaca.gov

o

311DWP@coronaca.gov

o

311PublicWorks@coronaca.gov

When a request is created in NexGen (a read-only case is automatically created in
Dynamics CRM for reference purposes)

•

Manually by a Dynamics CRM user when a citizen raises a request:
o

By walking into City Hall (Walk-in)

o

By phoning City Hall (Phone)

o

By emailing an individual at City Hall (Email)

Cases are automatically routed to the appropriate Team queue for processing, where they
remain unassigned until a team member takes ownership of the case. Once a team member has
taken ownership of a case, they are responsible for processing the case until:
•
•

It is closed as resolved or
It is sent to another team’s queue for further processing by that team
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Create a case
Most cases in Dynamics CRM are automatically created either through the 311 Portal or by
emailing one of the group email addresses. Automatically created cases are assigned to the
correct team queue for processing by a team member. Cases are only created manually when
a citizen either walks into City Hall, emails or telephones to submit their request.

Walk-in
❶. Click Quick Create > Case
❷. Enter the case information:
A. Search for and select the customer name
o If the customer does not exist, click
New and create a new contact
o Search Anonymous if the customer
wishes to remain anonymous
B. Subject for the case (case name)
C. Request Type, either
o Report (311 Request)
o Request (PRR)
o Inquire About (Information request)
D. Request Category
E. Priority
F. Search for and select the Team to assign the case to
G. Origin
H. If appropriate, enter the incident Address
I. Does the customer wish to remain anonymous?
J. Does the customer wish to receive updates?
K. Does the customer want the case to remain
confidential?
L. A detailed Description for the case. It should contain
all the information required to process the case.
❸. Click Save and Close. The case is routed to the assigned
Team’s unassigned case queue.
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Phone
IMPORTANT: When a phone call is received by a DCRM user, the telephony integration
screen pop will display in the bottom right of the user’s screen.
If the phone number is recognized by DCRM, the Contact’s name will display in the screen
pop. When the call is answered, the Contact record and a new Phone Call Activity displays.
View the Contact record and review any existing cases on the Contact. If required, create a
new case using the Quick Create menu from the Nav Bar (see Walk-in instructions).
If the phone number is not recognized by DCRM, only the phone number calling displays. In
this case, create a new Contact and Case from the screen pop. Instructions are below.

❶. Click Answer on the screen pop
❷. Next to the unknown number, click the
drop arrow
❸. Click New Entity > Create Case
❹. Enter the case information
A. Subject for the case (case name)
B. Does the customer wish to remain anonymous?
C. Search for and select the customer name:
o If the customer does not exist, click New and create a new
contact (see 4.1)
o Search Anonymous if the customer wishes to remain
anonymous
D. Request Type
E. Request Category
F. Customer to receive updates?
G. Case to remain Confidential?
H. Detailed Description for case
I. Incident Address

❺. Search and select the Team to assign the case
❻. From the command bar, click Save and Close

Located top right corner of case record
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Email
IMPORTANT: When an email is received by a DCRM user, the D365 App for Outlook can be
used to track the email into DCRM and create the case.
If the contact is known to DCRM, track the email to the Contact and then create the Case
within the D365 App for Outlook.
If the contact is unknown to DCRM, first create the Contact, track the email, then create the
Case within D365 App for Outlook.
The instructions below assume the contact is unknown to DCRM.

❶. From the Inbox, double click to open the email
❷. From the ribbon, click Dynamics 365. The recipient is unknown to Dynamics CRM
❸. Click the + icon > Add as Contact to add the recipient as a Contact in Dynamics CRM

❹. Click Save and Close. The contact is created and the email is tracked
❺. From the D365 App for Outlook Nav Bar, click + (Quick Create)
❻. Click Case
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❼. Enter the case information
A. Customer (Contact)
B. Subject for the case (case name)
C. Request Type
D. Request Category
E. Priority
F. Search and select the Team to assign the case
G. Origin
❽. Scroll down to reveal more fields
❾. Continue to enter the case information
H. Incident Address
I. Remain Anonymous?
J. Request Updates?
K. Remain Confidential?
L. Detailed Description (copy and paste body of
email)
❿. Click Save and Close
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Manage a case
When cases are created, they are assigned to a Team. The case sits in the ‘Team’s Unassigned
Case’ queue, until a member of the Team decides to work on the case and assigns it to
themselves. By taking ownership of the case, it is removed from the Team’s Unassigned Case
queue and moved into the team members ‘My Active Cases’ view.
Once a team member has taken ownership of a case, they are responsible for completing the
work associated to the case within their department.
Once the work is complete, the case is either closed as Resolved, or re-assigned to another
Team (department) for them to fulfil their part of the work associated to the case.

Review ‘My Teams Unassigned Cases’ Queue
❶. From the Nav Bar, click CoC 311 Hub to display Dashboards
❷. Select the Case Lead Dashboard
❸. Click the Case title to open and review the case record

Cases are listed in Date Modified order, meaning the oldest case always displays at the top of
the list. Team members should always address the case at the top of the list first.
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Review case and assign to Case Supervisor for review
Upon review, it becomes evident that a case must be reviewed by a Case Supervisor before it
can be worked upon by a Case Lead. In this situation, acknowledge receipt of the case with
the customer and assign the case to the Case Supervisor for review.
❶. Within the open Case record, review case details. Ensure the following fields are correct
(update with correct information if required):
•
•

Request Type
Category

❷. Contact the customer acknowledging receipt of the case. Add an Activity reflecting the
interaction, either a:
•
•

Phone call or an
Email

❸. Once initial contact has been made with the customer and the activity recorded, click the
Initial Acknowledgement Sent check box. This will stop the countdown clock
❹. From the Owner field, remove the Team and populate with the Case Supervisor’s name
❺. Click Save (bottom right corner of the screen)

❻. From the Nav Bar, click CoC 311 Hub to return to the Case Lead Dashboard
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Review case and assign to self
Upon reviewing the case, you realize it does not need Case Supervisor review. In these
situations, you assign the case to yourself and complete all necessary work in order to resolve
the case or assign it another department for them to continue working on the case.
When you assign a case to yourself, it displays in your ‘My Active Cases’ view until it is either
Resolved or assigned to another Team to work upon.

❶. Within the open Case record, review case details. Ensure the following fields are correct
(update with correct information if required):
•
•

Request Type
Category

❷. Contact the customer acknowledging receipt of the case. Add an Activity reflecting the
interaction, either a:
•
•

Phone call or an
Email

❸. Once initial contact has been made with the customer and the activity recorded, click the
Initial Acknowledgement Sent check box. This will stop the countdown clock
❹. From the command bar, click Assign
❺. Ensure within Assign To, Me is displayed. Click Assign
❻. Click Save (bottom right corner of the screen)
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Undertake work on a Case
Before completing work on a case, you must have assigned the case to yourself.
Cases assigned to you, that cannot be resolved immediately display in your ‘My Active Cases’
view. You can access them here at any time using the Case Lead Dashboard in order to
continue working on them over time.
Working on a case means collating the appropriate information within the case so the situation
can be resolved and if appropriate, the customer informed of the case outcome.
Use the Timeline to reflect the interactions (Activities) undertaken overtime as part of the case.
Any documents that need to be uploaded to the case can be added within a Note.
It is possible to search the Knowledge Base for an article that may help resolve the case. You
can associate the article to the case to show it has been used as part of case resolution. You
can also email the knowledge base article to the customer for reference.

Add a Note and Attach a File to a Case
❶. From within the case record, click into Enter a note…
❷. Enter a Title
❸. Enter the Note Detail
❹. Click to browse for and add attachments from your computer
❺. Click Add Note to add to the case timeline
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Associate a Knowledge Base Article to a Case
❶. From within the case, review the Knowledge Base Search section of the record
•
•

Dynamics CRM automatically searches the Knowledge Base for articles related to the
Subject of the case.
It is possible to manually search the Knowledge Base if the articles automatically
displayed are not helpful.

❷. In the search bar, click the X to clear the automatic search and your own search criteria
❸. Click Link to associate the article with the case
❹. Click Email to send the article to the customer
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Use an email template to contact a customer
Email templates are available for use when sending emails that require a standard response.
Email templates save a user time, by pre-populating both the email Subject and Body Text
including any personalized fields that form part of the template.

❶. From within the case timeline, open a new Email
❷. From the command bar, click Insert Template
❸. In Field Name, click the drop arrow and select Regarding. Click Select
❹. In Search Template, click the Search icon
❺. Select the required template

❻. If required, edit the Subject and Text Body
❼. If required, enter additional Recipients in the To field
❽. Click Send
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Duplicate a Dynamics CRM case in NexGen in order to create a Work Order (in NexGen)
When working on a Dynamics CRM case, it may be necessary to raise a Work Order in
NexGen to complete the case.
The Dynamics CRM case is duplicated in NexGen, using functionality within the DCRM case.
Once duplicated in NexGen, the DCRM case becomes read only and the case must be
progressed and resolved in NexGen.
When the case is resolved in NexGen, it is automatically resolved in Dynamics CRM.
Updates between Dynamics CRM and NexGen are replicate once per hour, so changes made
to one system will only be reflected in the opposite system after one hour.

❶. From within the open case record, click the Details tab
❷. Check Submit to NexGen
•
•
•

The case will be replicated as a Service Request in NexGen within 60 minutes
At this point the Dynamics CRM case will become read-only
Change to the Service Request in Next Gen will be reflected in Dynamics CRM

❸. After 60 minutes, the NexGen URL and Service Request number displays in Dynamics CRM
•

Click the NexGen URL to be taken to the corresponding Service Request in NexGen
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Resolve a Case
A case is resolved once all actions are completed and if required, the customer is updated on
the case outcome. Once resolved, the case becomes read-only.
Important Note: All Activities must be ‘Marked Complete’ prior to resolving the case. Any
open activities will be automatically cancelled when a case is resolved, meaning they will no
longer display on the case record.

❶. From within the case timeline, review all Activities and ensure all are Marked Complete
•

To mark an Activity as complete, click the Ellipsis, select Close Activity

❷. From the command bar, click Resolve Case
❸. The Resolve Case, Open Activities warning displays. Click Confirm to acknowledge
❹. The Resolve Case form displays. Select Resolution Type
❺. Within Resolution, enter how the case was resolved
❻. Click Resolve. The case is now inactive and read-only
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Reactivate a case (to make updates)
Once resolved, a case becomes read-only. No further updates can be made unless the case is
reactivated.
A case should only be reactivated to make updates to case information. Once the updates
have been made, the case should be resolved again. The original Resolution will be cancelled,
but the resolution information will remain within the case timeline.
Inactive cases can be searched within the Inactive Cases view. Inactive cases will not display
in the Active Cases view.

❶. Search for and open the inactive case record
❷. From the command bar, click Reactivate Case
❸. The Resolve Case warning displays. Click Reactivate
❹. Make the required updates to the case
❺. Resolve the case
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