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MB-910T00
Microsoft Dynamics 365 Fundamentals Customer Engagement Apps (CRM)

Dieser Kurs bietet Ihnen eine umfassende Einführung in die Customer
Engagement-Funktionen von Dynamics 365. Sie werden mit dem Konzept des
Kundenengagements vertraut gemacht und lernen jede der Kundenengagement-
Apps kennen, einschließlich Dynamics 365 Marketing, Dynamics 365 Sales,
Dynamics 365 Customer Service, Dynamics 365 Field Service und die Customer
Relationship Management (CRM)-Funktionen von Dynamics 365 Project
Operations. Dieser Kurs beinhaltet sowohl Vorlesungen als auch praktische
Übungen.

Kursinhalt
• Module 1: Learn the Fundamentals of Dynamics 365 Marketing
• Module 2: Learn the Fundamentals of Dynamics 365 Sales
• Module 3: Learn the Fundamentals of Dynamics 365 Customer Service
• Module 4: Learn the Fundamentals of Dynamics 365 Field Service
• Module 5: Learn the Fundamentals of Dynamics 365 Project Operations (CRM)

 E-Book  Die originalen Microsoft-Kursunterlagen werden Ihnen online zur
Verfügung gestellt.

Zielgruppe
Menschen in unterschiedlichen Rollen und in verschiedenen Stadien ihrer Karriere
können von diesem Grundlagenkurs profitieren. Dazu gehören IT-Fachleute,
Business Stakeholder und andere, die sich mit den Customer Engagement-
Funktionen von Dynamics 365 vertraut machen wollen, Studenten,
Hochschulabsolventen und Berufswechsler, die Dynamics 365 nutzen wollen, um
die nächste Stufe zu erreichen.

Voraussetzungen
Die Lernenden sollten ein grundlegendes Verständnis der Prinzipien der
Kundenbindung und der Geschäftsabläufe haben. Ein Verständnis von Cloud
Computing ist hilfreich, aber nicht notwendig.

Kursziel
Der Kurs unterstützt die Teilnehmer auf die Vorbereitung zum Examen MB-910,
welches für die Zertifizierungen "Microsoft Certified: Dynamics 365 Fundamentals
Customer Engagement Apps (CRM)" vorausgesetzt wird.

Training Preise zzgl. MwSt.

Termine in der Schweiz 1 Tag
Online Training 1 TagCHF 1.095,-
Termine auf Anfrage

Dieser Kurs im Web
Alle tagesaktuellen Informationen
und Möglichkeiten zur Bestellung
finden Sie unter dem folgenden Link:
www.experteach.ch/go/MB91

Vormerkung
Sie können auf unserer Website einen Platz
kostenlos und unverbindlich für 7 Tage reservieren.
Dies geht auch telefonisch unter 06074 4868-0.

Garantierte Kurstermine
Für Ihre Planungssicherheit bieten wir stets eine
große Auswahl garantierter Kurstermine an.

Ihr Kurs maßgeschneidert
Diesen Kurs können wir für Ihr Projekt exakt an
Ihre Anforderungen anpassen.

Stand 07.05.2025
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Module 1: Learn the Fundamentals of Dynamics 365 Marketing

This module covers the basic concepts of customer engagement and
what the customer engagement apps have in common before diving
into Dynamics 365 Marketing. We begin with the standard marketing
business processes and how Marketing addresses those. Then we
examine the product capabilities. Finally, we cover additional
marketing apps such as LinkedIn Campaign Manager, Dynamics 365
Customer Voice and Dynamics 365 Customer Insights.
Lessons

- Get introduced to the Dynamics 365 customer engagement apps

- Examine Dynamics 365 Marketing

- Describe Dynamics 365 Marketing capabilities

- Review Additional Marketing Apps
Lab : Working with customer engagement apps
Lab : Manage Customers and Activities
Lab : Search and filter data
Lab : Dynamics 365 Marketing Capstone Lab

- Create a marketing email

- Create a Segment in Dynamics 365 Marketing

- Create a Customer Journey

After completing this module, students will be able to:

- Describe the customer engagement apps and what they have in
common

- Describe the standard marketing processes and how Dynamics 365
Marketing addresses them

- Describe Dynamics 365 Marketing features and capabilities

- Describe additional marketing apps
Module 2: Learn the Fundamentals of Dynamics 365 Sales

This module provides an introduction to Dynamics 365 Sales. We begin
with the standard sales business processes and how Sales addresses
those. Then we examine the product capabilities. Finally, we cover
additional sales apps such as Sales Insights and Sales Navigator.
Lessons

- Explore Dynamics 365 Sales

- Manage the sales lifecycle with Dynamics 365 Sales

- Review additional sales apps
Lab : Dynamics 365 Sales Capstone Lab

- Create and qualify a Lead

- Manage a sales Opportunity

After completing this module, students will be able to:

- Describe the standard sales processes and how Dynamics 365 Sales
addresses them

- Describe Dynamics 365 Sales capabilities

- Describe additional sales apps such as Sales Insights and Sales
Navigator
Module 3: Learn the Fundamentals of Dynamics 365 Customer
Service

This module provides an introduction to Dynamics 365 Customer
Service. We begin with the standard customer service business
processes and how Customer Service addresses those. Then we
examine the product capabilities. Finally, we cover additional customer
service apps such as Omnichannel for Customer Service, Dynamics 365
Customer Service Insights, Customer Service Scheduling and
Connected Customer Service.
Lessons

- Examine Dynamics 365 Customer Service

- Describe Dynamics Customer Service capabilities

- Review additional customer service apps
Lab : Dynamics 365 Capstone Lab

- Create and publish a Knowledge Article

- Manage a support Case through its life cycle

After completing this module, students will be able to:

- Describe the standard customer service processes and how Dynamics
365 Customer Serviceaddresses them

- Describe Dynamics Customer Service capabilities

- Describe additional sales apps such as Sales Insights and Sales
Navigator
Module 4: Learn the Fundamentals of Dynamics 365 Field Service

This module provides an introduction to Dynamics 365 Field Service.
We begin with the standard field service business processes and how
Field Service addresses those. Then we examine the product
capabilities, including work order generation, scheduling, inventory
management and asset management.
Lessons

- Examine Dynamics Field Service

- Generate Work Orders in Dynamics 365 Field Service

- Describe the scheduling capabilities of Dynamics 365 Field Service

- Examine the inventory management capabilities of Dynamics 365
Field Service

- Review the asset management capabilities of Dynamics 365 Field
Service

Lab : Dynamics 365 Capstone Lab

- Create a Case and escalate to a Work Order

- Schedule items with Dynamics 365 Field Service

After completing this module, students will be able to:

- Describe the standard field service business processes and how
Dynamics 365 Field Service addresses

- Describe how to generate Work Orders

- Describe the scheduling capabilities of Dynamics 365 Field Service

- Describe the inventory management capabilities of Dynamics 365
Field Service

- Describe the asset management capabilities of Dynamics 365 Field
Service
Module 5: Learn the Fundamentals of Dynamics 365 Project
Operations (CRM)

This module provides an introduction to the customer engagement
aspects of Dynamics 365 Project Operations. We begin with the
standard project-based business processes and how Project
Operations addresses those. Then we examine the product
capabilities, including sales, project management, and resource
utilization.
Lessons

- Examine Dynamics 365 Project Operations

- Describe the sales capabilities of Dynamics 365 Project Operations

- Plan projects with Dynamics 365 Project Operations

- Review the resource utilization capabilities of Dynamics 365 Project
Operations
Lab : Dynamics 365 Project Operations Capstone Lab

- Create a project-based Lead

- Manage a project-based Opportunity

- Create a Project Quote and Project Estimate

After completing this module, students will be able to:

- Describe project-based customer engagement processes addressed
by Dynamics 365 Project Operations

- Describe the sales capabilities of Dynamics 365 Project Operations

- Describe the project management capabilities of Dynamics 365
Project Operations

- Describe the resource utilization capabilities of Dynamics 365 Project
Operations
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