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Live Assist for 365 Setup Guide

This guide will walk you through the steps to set up Live Assist on Dynamics 365 and

show you how to launch your first messaging engagement.

Live Assist for Dynamics 365 offers a free 30-day trial. After a quick sign-up, you'll
have access to all of Live Assist’s premium subscription plan key features. Live Assist
is tightly integrated with the Dynamics 365 Customer Service module. If you are not
already a Microsoft Dynamics 365 customer, you need to sign up for a Dynamics 365

trial here first. Otherwise, please keep reading.

INSTALLATION ROADMAP
&
Prerequisites Start a tnal Run Diagnostics
Meet the minimum Go to Microsoft Check your
requirements for a AppSource to starta iInstallation by running
Dynamics 365 instance free trial and install the Live Assist
and installation user. Live Assist. diagnostics.
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<

Launch your first
engagement

Use our demo site to
make your first
messaging
engagement


https://support.liveassistfor365.com/hc/en-us/articles/360006116814-Key-features-of-Live-Assist-for-Dynamics-365-
https://signup.microsoft.com/get-started/signup?OfferId=bd569279-37f5-4f5c-99d0-425873bb9a4b&dl=DYN365_ENTERPRISE_PLAN1&Culture=en-us&Country=us&flight=AdminOnCustomization&ali=1&products=bd569279-37f5-4f5c-99d0-425873bb9a4b

PREREQUISITES

Before installing Live Assist for Dynamics 365,
make sure of the following:
Tip: See Live Assist Feature

1.That your Dynamics 365 instance meets the y Cuides for tutorials on how to
make the most out of Live

Minimum requirements. o
Assist's features.

2. That your installation user:
- Is an Office 365 Global Administrator Take a quick look at our Do's

- Has Systems Administrator privileges in anciDoRtsiditicietoavola
. any installation pitfalls.
Dynamics 365 y P

- Has a configured first and last name in
Office 365.

ﬂ The steps to verify the user permissions are included in our Installation Guide article.

Now, you can start a free trial and install Live Assist.
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https://support.liveassistfor365.com/hc/en-us/articles/360006210053-Installation-Guide
https://support.liveassistfor365.com/hc/en-us/articles/360010174333
https://support.liveassistfor365.com/hc/en-us/articles/360010174333
https://support.liveassistfor365.com/hc/en-us/articles/360006210073-Common-Installation-Faults
https://support.liveassistfor365.com/hc/en-us/articles/360006210073-Common-Installation-Faults

@ START A TRIAL

To start a free Live Assist Trial:

. In Dynamics 365, click the cog > Advanced Settings.

To access Dynamics 365, enter your org URL from your web browser and sign in. Your
org URL has a format of https://x.crmy.dynamics.com. Where X is your organization
name and y is your region instance.

Dynamics 365

Advanced Settings I

Dynamics 365 — custom

Provides access to the full suite of
capabilities, including administration

Microsoft Dynamics 365
9r16/2021

i ves

Channel Integration Fra...

Bring your communication channels
and build immersive experience with

Dynamics 365

UNIFIED INTERFACE

Connected Field Service

Use Connected Field Service to
manitor connected devices to make

Default Publisher for orgde0845b8
8/13/2021

UNIFIED INTERFACE

Lustomer Service WOorks...

Customer Service HUD

A focused, interactive experience for
managing your customer service,

Default Publisher for orgde0845b08
971372021

LUNIFIED INTERFACE

Multi-session Customer Service with
Productivity tools

Dynamics 365

UNIFIED INTERFACE

Dynamics 365

Settings ~

- Then go to the Settings menu > Microsoft AppSource.

Customization

‘ Iﬂ Microsoft AppScurc; \
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https://xxx.crmx.dynamics.com/
https://xxx.crmx.dynamics.com/
https://xxx.crmx.dynamics.com/
https://xxx.crmx.dynamics.com/
https://support.liveassistfor365.com/hc/en-us/articles/360006117074-Live-Assist-for-365-Regional-Availability

@ START A TRIAL

. The Live Assist AppSource listing will open in a new window. Search for “Live Assist for

Dynamics 365" and then open it from the results. Then click Free Trial.

Live Assist for Dynamics 365 powered by
LivePerson

by Communication Business Avenue

Free trial

mvﬁ—

. Sign in to your MS account, fill in the
required information, then agree to the
terms and conditions. Click Continue:

© 2024 CBA | All Rights Reserved | Unauthorized use prohibited.

One more thing ...

Live Assist for Microsoft Dynamics 365
By Communication Business Avenue

Name «»

Work email =

Job title

Company

Country / region »

Phone number




@ START A TRIAL

- Type or Select from the dropdown menu the environment that you want to connect

Live Assist to.
. Check the boxes to agree to the legal terms and privacy statements, then click

Install:

Power Platform admin center

I Dynamics 365 apps
Select an environment *

‘ Example Org i

- | agree to Microsoft's Legal Terms and Privacy Statement

. | agree to Privacy Statement and Legal Terms for importing packages into Dynamics
365
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@ START A TRIAL

. There is a request for permissions
you must Accept.

Then a Live Assist set-up form will
open in a new browser tab.

6 Throughout the Installation
Process, you may see the same
consent prompt. You must
accept the permissions to
proceed.
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o Microsoft

Permissions requested

@ -

Live Assist for Microsoft Dynamics 365




@ START A TRIAL

. Select the Dynamics 365 instance Set up Live Assist
from the list and enter your S PoWerdly TN | Select Microsets Dynaasis 368 Instance Select your D366
contact email address. Instance

Contact email address
: : Enter your contact
a. If YOUr orgonlzotlon does not | R e
iInNtend to use Unified Service Desk

( U S D) ’ I e G Ve t h e b OX fo r U S D Include Unified Service Desk support for Live Assist Powered by LivePerson

U n C h e C ked . ?BA Software License Terms
TERMS OF SERVICE

b. If you intend to use Unified
Service Desk, see: Installing USD

- Then submit the form. A message - | |
4 Accept the CBA Software License Terms and Privacy Statement.
is displayed to inform you that — *”CB
provisioning is in progress.

0 If you intend to use USD, you have the following options:

. Install Live Assist for Web Client First. Leave the box unchecked and submit the form.
Allow the provisioning process to complete. Then provision the USD, return to this form,
check the box and resubmit.

. Install Live Assist for Web Client and USD simultaneously. Leave this page and
provision the USD. Then return to this page and you should see this checkbox enabled
(you may need to refresh the page). Check the box and submit the form.



https://support.liveassistfor365.com/hc/en-us/articles/360006114434
https://support.liveassistfor365.com/hc/en-us/articles/360006114434

@ START A TRIAL

Complete the provisioning process
and then.. you’re done with the
installation!

. Within an hour (although it
sometimes takes longer), Live
Assist Support will send you an
email similar to the example to
the right.

Follow the instructions Iin the
email by going to the Live Assist
admin portal to complete the
provisioning process.

Steps to login to the Admin
Portal from Dynamics 365 are
outlined here.

_9 Live Assist

» Welcome!

Dear
Thank you for installing or upgrading Live Assist for Dynamics 365 powered by LivePerson.

The account for is now ready! To get started:

» Go to the Live Assist admin portal atlh_ttps:ﬂadmin.eu*l .Iiveassistfnr365.cnm;’pnrtalf.l

» Log in with your usual Microsoft Dynamics 365 credentials.

» Follow the portal’s instructions to configure the service for your customer-facing staff, review paid
subscription options and perform other administrative tasks.

If you haven't viewed it already, this video showcases
how Live Assist extends omnichannel capabilities to
Dynamics 365, providing your customers with
personalized live assistance within mobile apps and
web pages. More information is also available on our
website at https://liveassistfor365.com.

If you have any questions or concerns, please
contact the Live Assist support desk at

support@liveassistfor365.com.

Best regards,

CBA

Communication
Averan nc. Making together happen
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https://support.liveassistfor365.com/hc/en-us/articles/360006209013-How-to-Log-in-to-the-Admin-Portal

@ START A TRIAL

. Also to access the portal fully, you must provide your sign-up details:

"9 Live Assist
- for Microsolt Dyvnamica 365

Welcome! Please confirm the following contact details.

First Name*

Example

Last Name*

User

Company Name*

Example

Email*

sample@gmail.com

Country*

United Kingdom v

Phone Number*

1234567891

I'm a CBA Partner I'm a CBA Customer

CONFIRM AND AUTHORIZE

Communication
Business
|
r
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RUN DIAGNOSTICS 9

You can now verify your installation using our Diagnostic tool.

- In Dynamics 365, select the Live Assist Settings app from the installed unified interface
apps. Or go to https://<orgURL>.dynamics.com/apps.

Live Assist Settings

A custom app for accessing the Live
Assist by CBA settings
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RUN DIAGNOSTICS

- The Diagnostics window will show up. - Please click on Run tests.

. Click the "Add a Live Assist Channel

Diagnostics Provider entry for Messaging” and this
J will open a new window to set up the
G S e Channel Provider.

Live Assist Channel Provider

Live Assist Admin privileges for channel providers

Dynamics 365 Live Assist Settings

Diagnostics

‘ B Do not show this Welcome Screen next time i % T dhre

1
v

. Or click on Diagnostics from the left menu. v

Dynamics 365 Live Assist Settings

Diagnostics

Live Assist Channel Provider for Messaging (optional)

Add a Live Assist Channel Provider entry for Messagingb
v

0 You will need to configure the Channel
Provider to use Live Assist. Another way

to configure the Live Assist Channel

Provider manually can be found here.

I Diagnostics
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https://support.liveassistfor365.com/hc/en-us/articles/7105103747991-Enabling-the-Messaging-Agent-Widget

RUN DIAGNOSTICS

. Select the individual apps where you want to display the agent widget.
. Set the Enable Outbound Communication field to Yes.
. Save your entries.

Dynamics 365 Channel Integration Framework Try the new look @ ) L @
= &~ =i & save @& Save&CIoifJ —+ New [ Deactivate [i] Delete () Refresh ©\ Check Access 2 Flow : |£ Share Vv LS
1l
H . .
ok [Flomme Live Assist for 365
(® Recent NV Channel Integration Framework v1.0 Provider
s Pinned v Channel Provider Configuration Then Save
Channel Provider your 3
Configuration [
g entries Unified Interface Apps for the Channel Select the Roles for the Channel
I &% Channel Integration ... Name ¥ Live Assi
. lat Label *  Live Assist for 365 Connected Field Service x | Customer Service Hub x Live Assist Agent x
emplates
Enter text here - Enter text here O
I 0 Notifications Channel URL ¥ https://serviceeu... @

(J select All 17 Items

[] Application Tabs

*
Enable Outbound Yes + Connected Field Service '
B Sessions Communication
*

Channel Order

+ Customer Service Hub

2 Enable

() Dataverse Accelerator App

A API Version : Outbound
Communication

Trusted Domain

Choose the specific
Custom Parameters - apps where YOU

would like to show
the agent widget.

G Project Service app is in an edited state with Dynamics 365 and Omnichannel for
the Customer Service app does not allow third-party channel integration.
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G MAKE YOUR FIRST MESSAGING ENGAGEMENT

The steps below will guide to start your first messaging engagement.

. TO access the test links, go to the Live Assist admin portal and click Get Started > Chat:

. Click Start:

© 2024 CBA | All Rights Reserved | Unauthorized use prohibited.



MAKE YOUR FIRST MESSAGING ENGAGEMENT

. Click Continuve:

Add The Code Snippet To Website

In Step 3 you'll launch the Dynamics CRM Web Client...

. Click Launch Dynamics 365:

Open Live Assist For Dynamics 365

© 2024 CBA | All Rights Reserved | Unauthorized use prohibited.



. In a new browser tab, Microsoft Dynamics 365 opens. Alternatively, you can visit
https://<orgURL>.dynamics.com/apps.

Dynamics 365 ()

( ) Refresh N7 Filter

/D Search my apps... + Create new App

+ Published Apps (17)

6}3

Dynamics 365 — custom

Provides access to the full suite of
capabilities, including administration
Microsoft Dynamics 365

81372021

Dynamics 365 App for O...

Provides access to Dynamics 365
App for Qutlook for enabled users.

Dymamics 365

UNIFIED INTERFACE

II

Channel Integration Fra...

Bring your communication channels
and build immersive experience with

Dynamics 365

UNIFIED INTERFACE

Connected Field Service

Use Connected Field Service to
monitor connected devices to make

Default Publisher for orgde(84508
9/13/2021
UNIFIED INTERFACE

Field Service

Field Service allows organizations to
deliver intelligent, world class field

Default Publisher for orgdel845b08
9/13/2021
UNIFIED INTERFACE

Field Service Mobile

Dynamics 365 Field Service Mobile
is a fully customizable, multi-device

Default Publisher for orgde0B45b8
9/13/2021
UMNIFIED INTERFACE

Customer Service Hub

A focused, interactive experience for
managing your customer service.

Default Publisher for orgde084508
9/13/2021
LUNIFIED INTERFACE

Omnichannel admin center

A simplified admin app that includes
a live chat demao.

Default Publisher for orgde0B4508
9/13/2021
LINIFIED INTERFACE

Customer Service works...
Multi-session Customer Service with
Productivity tools

Dvnamics 365

UMIFIED INTERFACE

HI

Omnichannel Administrat...

A unified and consistent experience
for your agents interacting across

Default Publisher for orgdel84508
9/13/2021
LINIFIED INTERFACE




G MAKRE YOUR FIRST MESSGING ENGAGEMENT

. Choose the specific app where the widget has been added, such as Customer Service
Hub, to display the Live Assist panel on the right side.

:3  Dynamics 365 ] B B H B B B H B .

Live Assist for 365 - Messaging

Qo Qo o

=N

G If the Agent widget doesn't load and you have a newer Dynamics 365 environment,
you may need to follow some additional steps here.
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https://support.liveassistfor365.com/hc/en-us/articles/360050482794-Live-Assist-Agent-Chat-Panel-not-loading-in-Unified-Interface-Applications

G MAKE YOUR FIRST MESSAGING ENGAGEMENT

If you don't have access to your site's source code, you can try the Live Assist features
In our demo site.

Open Live Assist For Dynamics 365
. Go back on the Portal

tab and click Demo
Site.

" Click the link below to open a demonstration website with the customer chat pre installed. Be
sure you're not blocking pop ups - this will open in another window.

. IN A new browser tab,
the demo Hotel site
opens.

0 Your organization's
Live Assist tag is
automatically
embedded into the
page for you.

Q
el
[
=
v
v
>
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G MAKE YOUR FIRST MESSAGING ENGAGEMENT

. In the Dynamics 365 and demo Hotel site browser tabs, enter comments and replies in
the conversation windows to see how an engagement operates.

Agent view of conversation Consumer view of conversation

@ Guest Visitor
|:]I|

Hello, can you help ma?

Sant

Hello, can you help me?

You are now connected to

Hello, | will be happy to
help you. Welcome to our
support service.

Hello, | will be happy to help you.
Welcome to our support service.

Type a message to Visitor.

© 2024 CBA | All Rights Reserved | Unauthorized use prohibited.

<+ Type your message




Congratulations on your first engagement!

What's next?

From here, you can explore other features like co-browsing, document sharing,
file transfer, and voice and video calls.

Check out our Live Assist Engagement Guides to make the most out of Live
Assist for Microsoft Dynamics 365 Engagements.

G If you like what you see and decided to buy, all the campaigns and
engagements you’ve tested during the trial will transfer to your full
account.

This guide is just one of the many support resources available to you for Live
Assist. We hope this was helpful. Remember, if you face any issues along the way
you can always reach us at support@liveassistfor3és.com for relevant support.

Business
Avenue, Inc.

." Live ASSiSt @Communicatinn

<« for Microsoft Dynamics 365



https://liveassistfor365.com/en/
https://support.liveassistfor365.com/hc/en-us/articles/360006115534-Buying-and-adding-a-subscription
https://support.liveassistfor365.com/hc/en-us/articles/360006116934
https://support.liveassistfor365.com/hc/en-us/articles/360006210353
https://support.liveassistfor365.com/hc/en-us/articles/12654007768599-Setting-Up-Agent-File-Sharing-for-Messaging
https://support.liveassistfor365.com/hc/en-us/articles/360006117454
https://support.liveassistfor365.com/hc/en-us
https://support.liveassistfor365.com/hc/en-us/articles/360007183254

