
          CRM Tips ‘n’ Tricks from Altico 
 

 
There are dozens of little tips and tricks for using your 

Microsoft Dynamics CRM application that can make your life 
ever so much easier.  We’ll be bringing you a new tip every 
month in the hope that you find them useful.   

 
 

The resident Altico wizard presents your February 2010 CRM tip: 
 

 

Use Contracts in Dynamics CRM to Track Support Incidents 
 

The Contract entity in CRM can be used to keep track of support incidents 
allocated to a client.   

 
It is very easy to allocate a case to a contract.  When creating a new case, 
simply assign a support contract and a contract line.  That’s it!   

 
When the case is resolved, the number of incidents remaining will be reduced 

by 1.  When there are only 2 incidents remaining, an email will be sent to the 
support desk along with contact information for that client.  
 

The following screenshots will show you exactly how to do this. 
 

 
 

 

 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 



Contract Setup and Maintenance 

Contracts are found under the Service Module in CRM 

 

 
 

 
Here is what a new contract looks like. 

 

 



 
This one is filled out.   

 
 
 

A Contract must also have a Contract Line. Click here for Contract Lines 
 
 

 
 

* * * 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

 



This is a blank new contract line. 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

 
 
This contract line is filled out properly.  Once you have created a contract 

and a contract line, it must be invoiced before you can start using cases 
against it. Use the Actions Menu to invoice a contract. 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 



 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

I’m NOT the resident wizard, but be that as it may, you’re welcome to 
channel your questions through me. 
 

Yours, 
 

Marcia Nita Doron 
Marketing Director 
Altico Advisors 

Dynamics GP and CRM Specialists 

2 Mount Royal Avenue, Suite 410 

Marlborough, MA 01752 
508-485-5588 x107 
mdoron@AlticoAdvisors.com 

www.AlticoAdvisors.com 
 

 
  

 

 


