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Using This Guide

Use this guide to understand how to license Microsoft Dynamics 365 intelligent business applications. You
have a variety of options to suit your situation. Whether you need one Dynamics 365 application or many, they
can be easily and independently deployed so you can start with what you need and easily adopt additional
capabilities as your business demands.

To improve the readability of this document, we've shortened product names throughout to exclude
“Dynamics 365." If you're ever uncertain, see the complete list of full and shortened Dynamics 365 names in

Appendix A.

The Contents page shows how this document is structured, with an overview followed by details organized by
product. The licensing section for each Dynamics 365 product includes information about:

e The specific application
e Related or add-in applications and capacity that may be licensed with it
e Userights

To easily maneuver between sections, simply click the TOC symbol (7€) at the end of each section to return
to the Contents page.

Other resources you may need

This document is about Dynamics 365 licenses, but it is not a legally binding licensing rights document. It also
does not supersede or replace any legal documentation covering use rights. To understand conditions on
license acquisition, product-specific terms, and conditions governing how Microsoft products can be used in
Microsoft volume licensing programs, review the complete Product Terms and Licensing Terms.

A complete list of product features and capabilities is available in technical documentation at Microsoft
Dynamics 365 documentation | Microsoft Docs. You can also search for in-depth articles and find helpful
information about licensing provisioning and licensing administration at Microsoft Docs.

For help determining the right technology solution for your organization, including the license requirements
for a specific product or scenario, talk to your Microsoft account team or your Dynamics Certified Partner.
Microsoft reserves the right to review or update this document at any time without notice.

This document does not apply to Microsoft Dynamics on-premises solutions; the Microsoft Dynamics
CRM Online service; or the Microsoft Dynamics AX online service. Appendix H provides links to the
applicable licensing guides for these other products, which include details on entitlements and use rights and
the benefits derived from Dynamics 365 licenses.

Give your feedback: Please send us feedback and suggestions on how we can improve the Dynamics 365 Licensing
Guide by submitting the Dynamics 365 Licensing Guide feedback form.

What's new in this licensing guide?
This licensing guide was updated to reflect licensing updates and new online service offerings as of September
2023. See Appendix I: Change Log for more details.

Dynamics 365 Description New Offer or Change
Business Central New Business Central Essentials attach license option for Customer Enterprise,
Essentials Sales Enterprise, and Field Service base licensed users

The new Customer Insights offer combines the current Customer Insights

Customer Insights New ; ’ ! )
and Marketing offers into a single license
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How to Buy Dynamics 365

If you're ready to conquer emerging business challenges with a next-generation ERP and CRM solution, you're
in the right place. Depending on your situation and geographic location, there are several ways to buy
Dynamics 365, including volume licensing agreements and through certified reseller partners. This guide
defines standard licensing options, and the benefits they confer, generally and for specific Dynamics 365
products. To learn more about volume licensing or to find a reseller, visit the Microsoft Volume Licensing
website. For details about volume licensing options, including Online Services terms, refer to Product Terms.
Find Dynamics 365 country, language, and localization availability here.

Certain Dynamics 365 services may be available for purchase via pay-as-you-go meter. Azure subscription
enables you to pay for what you use, and your account is billed monthly. For example, you can enable pay-as-
you-go billing for Dynamics 365 Fraud Protection services. To learn more about Azure services, see the Azure
Services section of Product Terms.

Note that for Dynamics 365, mixing licenses across different licensing programs—for instance, using a volume
licensing agreement for one product and a license bought through a reseller partner for another—on a single
tenant is not recommended and could lead to incompatible subscriptions. Microsoft Products and Services
Agreement (MPSA) licenses may be mixed with Enterprise Agreement (EA) licenses, however, for short-term
purposes.

Dynamics 365 Licensing Overview

Dynamics 365 applications are licensed by subscription in two broad categories:

e Assigned licenses, which include:
o User licenses, which grant access for a named user, regardless of the device used. For
products that offer licenses for both enterprise and professional levels of functionality (such as
Sales and Customer Service), user licenses may be referred to as Enterprise licenses or
Professional licenses. Note, however, that an organization may not install both versions in the
same environment.
o Device licenses, which grant access via certain devices, using either assigned or shared logins.
e Unassigned licenses that provide access to a feature or service at the tenant level, regardless of the
user or device involved.
o Options include full application access, cross-application access, and additional capacity for
components, such as storage, that may be subject to capacity limits.

Assigned Licenses

User access Device access
The functionality of a single Dynamics 365
application. May be full access or additional user Via shared or assigned logins

access, such as with the Team Members license.

Unassigned Licenses
Full product access Cross-application access Additional capacity

An organization may have both assigned and unassigned licenses. Details about each type are below.

Licenses grant users non-perpetual rights (with no buy-out rights) to the use of one or more specific Dynamics
365 products in the cloud (not on-premises). If your subscription payments are up to date and you adhere to
the Product Terms, you will have access to the current licensed Dynamics 365 product.

Admins do not need any license to configure and administer Dynamics 365 applications.

Note: It's easiest to determine the licensing that's right for you if you understand a few related terms, such as
user licensing and tenant licensing. If you're not already familiar with them, please see Appendix B.
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Assigned licenses

Assigned licenses give a named user or dedicated shared device access to specific products. Full-access user
licenses are the most common, but assigned licenses include several options for additional users, usually with
limited functionality.

Full user access licenses

Full users are those whose work requires the full, feature-rich functionality of Dynamics 365, whether in a large
organization with Enterprise licenses or a small company with a Professional license. Enterprise and
Professional licenses may not be mixed.

Several products are also available with standard and enhanced levels of functionality, such as Sales Enterprise
and Sales Premium. The licenses for these products indicate which functionality level has been purchased.

Note that Business Central (Essentials or Premium) stands alone. Reference the Business Central section for
exceptions.

Base licenses and cost savings opportunities for “attach” licenses

Microsoft provides a cost-effective way for a single Dynamics 365 user to obtain full user licensing for multiple
products. Licenses for products that provide core business functionality qualify as base licenses. (See the table
below.) Each has one or more additional applications that are frequently used by people in the same roles and
that qualify as attach licenses for that user. (These are sometimes referred to as subsequent qualifying
applications.) To take advantage of the special attach license pricing:

1. Buy the first base user license at standard pricing.

2. Review which attach licenses are available for that base. (See the qualifying products for each base
license below.)

3. Buy attach licenses for the same user at an attach license price. You may buy as many attach licenses as
are available for that base license.

Every full user must have a base license, though the base licenses don’t need to be for the same product. (For
instance, an attach license for Customer Service Professional is available both for a user with a Finance base
and another with a Commerce base.)

Base applications and their qualifying products for attach licensing

Dynamics 365 attach licenses per user’

Dynamics 365 base licenses per user
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Business Central Essentials °
Business Central Premium o o | o °
Commerce oo | o 0| e e )
Customer Service Enterprise (CS) ° °
Customer Service Professional (CS)

Field Service ° o | o ° °
Finance o o | o | o o | o o | o | o
Guides

Human Resources (HR) o | o | o ° o | o
Microsoft Relationship Sales (MRS) o o o o | o

Project Operations (Proj Oper.) o | o o ° o | o
Remote Assist (RA)

Sales Enterprise ° o | o | o

Sales Premium o | o | o o | o

Sales Professional °

Supply Chain Management (SCM) o | o | 0o |0 |0 0o o o | o
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See Product Terms for more information on Marketing Attach and Customer Insights Attach eligibility.

If you require multiple products on the base licenses list, you may buy as many qualifying attach licenses as
you need at an attach license price.

Attach licensing details

Only assigned user licenses (not device licenses or unassigned licenses) may be bought as an attach license.
Tenant-based licenses (for Fraud Protection, for instance), additional access licensing, and capacity licensing do
not qualify for attach licensing pricing but may be licensed separately. Some specialized Dynamics 365
products (such as Guides) also are not eligible.

Base and attach licenses are identical in their core capabilities and are only differentiated in price. Attach
licenses do not include additional platform entitlements. They are licensed to access the platform entitlements
included with the assigned base license.

Note: System administrator will not be able to assign an attach license to a user who does not have the
required base license.

Customers who obtain licensing through an Enterprise Agreement and who accidentally buy an attach
license—when a base license is required—may step-up to the appropriate base license as needed. Customers
with licensing through the Cloud Solution Provider (CSP) or MPSA programs would need to return the attach
license and buy the appropriate base license instead.

Additional user access licenses

Additional users often represent a large percentage of the total users in an organization. They may consume
data or reports from line of business systems; complete light tasks like time or expense entry and HR record
updates; or use the system more heavily without requiring full user capabilities. Additional users may access all
the functionality of the respective Dynamics 365 product within the constraints described below.

Several different types of additional user license are available, all priced per month. The minimum duration
requirement for each (such as a minimum 12-month commitment, for example) is determined by the licensing
program. You must buy at least one full user license to buy additional user licenses.

o Device license: With a device license for a specific Dynamics 365 application, any number of unlicensed
users can access the product through the licensed device. Device licenses may use shared logins (such
as "Warehouse Computer” and a shared password) or individual logins (each user's personal
credentials), depending on the application and license:

o Shared logins are available for Sales Device, Customer Service Device, Field Service Device,
Operations — Device, and Business Central Device licenses. Note that when individual users share
a login, their individual usage cannot be tracked.

o Individual logins are available for Operations — Device and Business Central Device licenses (with
no separate user license required).

e Human Resources Self Service license: This license, assigned to a single named user, enables the user
to manage their own basic HR activities (such as absence or vacation entry or benefits look-up) without
a full user license for Human Resources.

e Operations — Activity license: This named user license is intended for additional users who require
more capabilities than the Team Members license, but do not require the use rights of a full user.

e Team Members license: This license, also assigned to a named user, is for users who are not tied to a
particular function but require read-only access to all data and basic Dynamics 365 functionality for
designated scenarios such as expense entry or updating contacts.

Users with a Team Members license can read Dynamics 365 data generated from Finance, Supply
Chain Management, Commerce, Human Resources, Project Operations, Sales, Customer Service, and
Field Service. They may access a specific set of functionalities of these products. The Team Members

Dynamics 365 Licensing Guide | September 2023 Page |5


https://www.microsoft.com/licensing/terms/productoffering/MicrosoftDynamics365Services/EAEAS

license does not provide access to custom applications. You have limited table (formerly known as
‘entity’) customization options for Team Members, read more about custom tables in Appendix D.

e Business Central Team Members license: This license, assigned to a named user, provides read-only
access to certain data and functionality in Business Central deployments.

Unassigned Licenses

Unassigned licenses provide tenant level access to Dynamics 365 applications and resources. They are not
assigned to specific users or devices.

Full application access licenses

These licenses are the primary licensing mechanism for certain products, such as Dynamics 365 Marketing,
Fraud Protection, and Customer Insights, which are only licensed per tenant.

Cross-application access licenses

Cross-application licenses, such as the Operations — Order Lines license, may be used to provide access to
some Dynamics 365 applications in some situations as a supplement or alternative to assigned user access.

Capacity licenses

The subscriptions for many Dynamics 365 products come with capacity entitlements or allowances, such as for
data storage, transaction volume, case routing requests, or customer profiles, for instance. The exact
entitlement depends on the specific product and licensing agreement. Capacity add-on licenses provide more
flexibility for those components subject to capacity limits but needed to support a product.

e Default subscription capacities leverage the same tenant and infrastructure and accrue across the
single tenant. Dataverse (formerly Common Data Service) capacities are shared between the following
products: Sales, Customer Service, Field Service, Finance, Supply Chain Management, Commerce,
Human Resources, Project Operations, Remote Assist, Guides, Business Central Essentials, and Business
Central Premium. Database and file storage capacities (as distinct from the Dataverse capacities) are
shared between only a few products: Finance, Supply Chain Management, Commerce, Human
Resources, and Project Operations. See Appendix D for more details.

e Capacity licenses require a minimum of a one-year subscription commitment with annual allowances
for the entitlements (such as the number of allowed transactions). The annual allowance, which is
pooled across a single tenant, applies even for capacities that are allotted per month. For instance, an
annual subscription that provides a total of 36K transactions is licensed at 3,000 transactions per
month for 12 months, but those transactions can be consumed at any point in the year, including all in
one month. For instance, a seasonal business would be able to use its allowance in six months at a rate
of 6,000 transactions per month.

e Capacity add-on licenses, which are pooled across a single tenant, are not associated with a specific
user. Additional capacity can be bought at any time and remains a part of the subscription for the
remainder of the subscription term.

Note: As with other Microsoft products, add-on licenses are available only to customers with valid
(paid) base licenses. Capacity add-ons may not be purchased for unpaid licenses such as demo/dev or
Internal Use Rights (IUR) licenses.

Because assigned licenses are the primary licensing approach for most Dynamics 365 products, the remainder
of this guide presents assigned licensing information for each application that uses it, followed by unassigned
licensing options.

Assigned Application Licensing

Assigned licenses provide user or device access to Dynamics 365 products. Licenses for some products are
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available for different levels of functionality known as Professional, Enterprise, and Premium. Enterprise licenses
are the standard; Professional licenses offer streamlined functionality for smaller businesses or less complex
needs; and Premium licenses provide additional functionality.

While the Enterprise and Professional designations are primarily intended to distinguish between the complete
functionality required by larger organizations and more cost-effective support for small or medium-sized
businesses, these licensing options may also provide more flexibility for organizations deploying Dynamics 365
across multiple environments.

o Enterprise licenses are appropriate for users such as salespeople, customer service representatives,
finance employees, controllers, human resources, and supply chain managers typically need the most
extensive access and most advanced functionality. Enterprise licenses are available for these Dynamics
365 products: Sales Enterprise, Customer Service Enterprise, Field Service, Human Resources, Finance,
Supply Chain Management, Commerce, Project Operations, Remote Assist, Guides, Business Central
Premium, and Business Central Essentials.

e Professional licenses suit users whose work scenarios are generally less complex and who need
streamlined capabilities.

Note that enterprise and professional users may not be deployed in the same environment. That means
most customers will want enterprise or professional licenses, but not both.

Dynamics 365 Business Central

Essentials

Business Central connects teams across your organization with tools to help them work more efficiently,
collaborate better, and respond more quickly to changes to meet your business goals. Business Central is a
complete standalone solution that is designed to operate with some of the other Dynamics 365 products. You
may purchase Customer Service Professional attach and/or Sales Professional attach user licenses. Marketing
and Fraud Protection, tenant-based licenses, are also available for Business Central users.

Note: Internal users licensed with Microsoft 365 Business, Enterprise, and select other plans, whose
organization has one or more Business Central licenses, are granted read-only access to Business Central data
from within Microsoft Teams, at no additional cost. See here for full details.

Business Central, licensed by assigned user, is available with Essentials or Premium levels of capabilities.
Customers may deploy Business Central Essentials and Business Central Premium in separate environments, on
the same tenant. However, licensed users can only access the environment for which they are entitled. See
Microsoft Product Terms for service specific terms.

> Business Central Essentials

Business Central Essentials provides a wide range of operational and management capabilities, including:

e Financial Management e Human Resources Management

e Al-Supported Forecasting e Project Management

e Customer Relationship Management e Supply Chain Management

e E-Services e Warehouse Management and Inventory

Business Central Essentials capabilities

Financial Management

Account Schedules Basic XBRL Deferrals Responsibility Centers
Allocations Budgets Electronic Payment/Direct Debits' Unlimited Dimensions
Bank Account Management Cash Flow Forecast Fixed Assets

Bank Reconciliation Check Writing Multiple Currencies

Basic General Ledger Consolidation Payment Handling
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Cost Accounting

Cash Flow Forecast

Advanced Financial Management

Intercompany Postings

Artificial Intelligence?

Late Payment Prediction

Image Recognition

Inventory Forecast

Sales Forecast

Business Inbox for Outlook

Customer Relationship Management

Contact Classification

Email Logging

Relationship Management

Campaign Management

Contact Management

Interaction/Document Management

Task Management

Campaign Pricing

Bank Feeds (US, CA)

Document Exchange Service

Basic Human Resources

Dynamics 365 Sales Integration?

Document Management,
Document Capture

Opportunity Management
E-Services
Online Map

Tax. Reg. No. Validation Service (EU)’

PayPal

Human Resources Management

H

Basic Resources

Project Management

Job Quotes

Project Management Jobs

Capacity Management

Alternative Order Addresses

Multiple Costs
Suppl
Item Attributes

Time Sheet

Chain Management

Purchase Invoicing

Sales Line Pricing

Alternative Ship-To Addresses

Item Budgets

Purchase Line Discounting

Sales Order Management

Alternative Vendors

Item Categories

Purchase Line Pricing

Sales Return Order Management

Assembly Management

Item Charges

Purchase Order Management

Sales Tax/VAT*

Basic Inventory

Item Cross References

Purchase Return Order Management

Shipping Agents

Basic Payables

Item Substitutions

Requisition Management

Standard Cost Worksheet

Basic Receivables

Item Tracking

Demand Forecasting

Stock keeping Units

Calendars

Location Transfers

Sales Invoice Discounts

Vendor Catalogue Items

Cycle Counting

Multiple Locations

Sales Invoicing

Drop Shipments

Automated Data Capture System

Order Promising

Sales Line Discounting

Warehouse Management and Inventor

Internal Picks and Put Aways

Warehouse Shipment

Warehouse Receipt

Bin Set-Up

Analysis Reports

Pick

Warehouse Management Systems

Other Capabilities

Intrastat’

Retention Policies

Workflow

Change Log

Job Queue

Unlimited Companies

Word Reporting/Document
Reporting

Embedded Power B

Notifications (On-Premises
Only)

User Management

Extended Text

Reason Codes

User Tasks

For feature availability in your region, consult https://docs.microsoft.com/en-us/dynamics365/business-central/about-localization
2Requires Intelligent Edge or Azure Machine Learning subscription
3Dynamics 365 Sales Integration requires a Dynamics 365 Sales license

4Support for sales tax or VAT depending on country of deployment

> Business Central Premium

Business Central Premium is licensed by assigned user and includes all Essentials license capabilities plus
Service Order Management and Manufacturing.

Business Central Premium Additional Capabilities

Planning and Dispatching

Service Order Management

Service Item Management

Service Price Management

Service Contract Management

Agile Manufacturing

Finite Loading

Service Order Management
Manufacturing

Production Orders

Basic Capacity Planning

Machine Centers

Sales and Inventory Forecasting

Basic Supply Planning

Production Bill of Materials

Version Management
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Essentials and Premium user licenses include:
e Unrestricted Business Central Team Members access.

e Option to procure up to 3 External Accountant licenses per customer tenant for third-party
accountants to connect to Business Central. These licenses provide the same use rights as assigned
Business Central licenses, except access to user set up or administrative tasks.

e Multiple companies.’

e 1800 seconds (30 minutes) per tenant of access to Azure Al, which can compile data from a variety of
sources to deliver more actionable insights and analytics.

"Limited number of companies per environment. See ‘Company limit" here for more info.

Configuration components

Business Central licenses include the following configuration components. Customers choosing to exercise
their dual use rights receive the full custom objects range numbered 50,000 — 99,999.

Configuration and Development

Codeunits| Pages | Queries | Reports | Tables |XMLPOrt

Dynamics 365 Commerce

Commerce, which is licensed per user, helps retailers manage their operations, connect employees with data,
and offer exceptional shopping experiences. Dynamics 365 Commerce helps unify the customer shopping
experience by bringing in-store, back office, and call center functionality together in one end-to-end platform.
E-commerce may be added as an option. Commerce also eases integration to emerging channels (such as new
social media platforms) through an API-driven, headless commerce engine. Intelligent forecasting and product
recommendations enable retailers to:

e Improve in-store and e-commerce profitability.

e Drive intelligent business insights to optimize strategy and cost.

e Accelerate buying behavior through customer experiences that are unified and consistent across
buying channels.

Cross-channel/ [Eaei it iy Omnichannel add-ons

Headquarters
Recommendations

Ratings and

| Reviews
| 1
|

|
| Call Center
I- Operations

Modern Store
:- Operations

(As needed) Additional capacity

Commerce Scale e-Commerce + Overage
Unit - Basic D Tier 1 I]]I Tier 1 D

e-Commerce + Overage
Tier 2 I]] Tier 2 D

e-Commerce + Overage
Tier 3 U Tier 3 D

Operations - Device
nt
erations - Devi

|

|

|

|

|

|

|

1| Opt Device

I nt
|

|

I'| Operations - Device | Commerce Scale

[ + | QT

: ! ] unit - Premium |
|

Commerce Scale
Unit - Standard D
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When you license Commerce, you automatically become entitled to the Fraud Protection capabilities and
transaction capacities noted below. Once you have Commerce, you may also buy additional capacity licenses

for Fraud Protection.

Application

Commerce:

e Fraud Protection

e Intelligent Order
Management

e Electronic Invoicing

Included Capacity Add-On Capacity
Fraud Protection:
e 20K account protection e See the Fraud Protection section for add-on
transactions/tenant/month capacity options.
e 2K purchase protection
transactions/tenant/month Intelligent Order Management:
e 8K loss prevention transactions/tenant/month e 1K order lines/tenant/month
e 1K order lines/tenant/month
e 100 electronic invoice transactions/tenant/month |Electronic Invoicing Add-in:
e 100 invoice capture transactions/tenant/month ¢ 1K electronic invoicing transactions/tenant/month
e 1K invoice capture transactions/tenant/month

Commerce user roles

Full user licenses for Commerce are ideal for employees at the headquarters and central operations of a retail
organization. Employees in retail stores will generally use either the Operations — Device license or the
Operations — Activity license instead, depending on the scenario and their precise roles or point-of-sale
devices. A Team Members license may be sufficient for some employees, as suggested in the table below.

Find Commerce administer roles here, and refer to the Product Terms for minimum purchase requirements.

Commerce security roles

Suggested License

Security Role Description Operations
. ..~ |Commerce
- Activit
Commerce

Warehouse clerk Performs picking, receiving, and stock counting in a store or o o o
warehouse
Performs management functions at the store, such as managing

Store manager . . ° .
sales reports, inventory movements, and inventory counts

Warehouse manager Manages order picking, shipping, and receiving for Commerce . .
channels

Distributed order Defines and maintains the parameters, rules, fulfillment profile, and

management (DOM) frequency of DOM executions for the distributed order °

administrator management feature

Electronic reporting for Creates and updates electronic reporting configurations for o

Commerce Commerce channels

Catalog manager Maintains and publishes catalogs, typically from headquarters .

Merchandising manager Maintains and replenishes products and assortments, typically from .
headquarters

. Takes responsibility for all non-merchandising operations, such as

Operations manager A . : °
configuring stores, registers, and staff, typically from headquarters

Commerce service Commerce service account responsibilities [J

Retail store IT Performs POS client configuration and installation at the store level °

Additional Commerce applications and capacities

All optional Commerce licenses and capacities are tenant-based.

»Dynamics 365 e-Commerce tiers

The Dynamics 365 e-Commerce application, which is licensed per tenant, enables Commerce to support e-
commerce. Every e-Commerce Tier license comes with one Commerce Scale Unit — Cloud and includes a
specified allowance of e-commerce transactions. A transaction is defined as the final purchase of an e-
commerce shopping cart, regardless of the number of items in the cart.

E-Commerce Tiers are purchased based on the anticipated B2B and B2C transactions and average order value
(AOV) expected for the year. AOV is the total annual e-commerce Gross Merchandise Value (GMV) divided by
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total transaction volume. GMV is the total value of all transactions processed through Dynamics 365 including
returns, excluding shipping, handling, customs fees, tax or financial charges. If you need additional
transactions, you can purchase the corresponding overage tier. If you expect a change in AOV, you need to
reassess the appropriate band.

If you need Commerce Scale Unit — Cloud to support your e-Commerce operations, you need to purchase the
appropriate e-Commerce Tier license regardless of whether you need Dynamics 365 e-Commerce store front or
not. If you need additional environments for e-commerce (more environments for Commerce Scale Unit -
Cloud) you can purchase additional units of the e-Commerce Tier. E-Commerce Tier licenses are licensed per
month, but transactions are enforced on an annual basis.

»E-Commerce tiers and transaction capacities

Application/Capacity Included Capacity Add-On Capacity

e-Commerce Tier e 1 Commerce Scale Unit — Cloud .
. . e Transactions/tenant/month
e Transactions e Transactions/tenant/month . .
. . . . . e See Tiers 1 — 3 overage capacity
e Commerce Scale Unit - e See Tiers 1 — 3 capacity entitlements below in . .
entitlements below in a separate table
Cloud separate table

# of monthly transactions per SKU

‘ BAND 1 BAND 2 BAND 3 BAND 4 BAND 5 BAND 6
AOV<$50 AOV $50-$150 AOV $150-$500 AOV $500-$2K AOV $2K-$5K AOV $5K+
Tier 1 4,700 2,400 1,100 480 275 200
Tier 1 overage 780 365 170 80 45 30
Tier 2 29,000 12,000 5,500 2,900 1,700 1,160
Tier 2 overage 1,250 540 230 125 75 50
Tier 3 86,000 38,750 15,500 8,600 5,065 3,400
Tier 3 overage 1,400 625 250 140 85 55

»Dynamics 365 Commerce Scale Unit

Scale units are licensed per tenant to enable companies to execute mission-critical processes without
interruption even during periods of peak demand. Scale units are offered in three different sizes: Basic,
Standard or Premium, with each having a different capacity limit for the number of Operations — Devices
supported. Scale units may be in the cloud or self-hosted. You may buy additional scale units if you need
additional Commerce cloud environment(s) for co-location, performance, additional redundancy, or
customization purposes.

Commerce Scale Unit - Cloud

After the minimum Commerce purchase requirements have been met, you are entitled with default Commerce
Scale Unit - Cloud when buying licenses with device use rights. These scale units may only be used to support
device transactions.

Default Commerce Scale Unit - Cloud entitlements are based on number of licenses with indicative device use
rights. Contact your Microsoft representative for more details on the Commerce Scale Unit - Cloud mapping.

Commerce Scale Unit - Self-Hosted

Customers who license Dynamics 365 Commerce also have the option to use a self-hosted scale unit—a retail
server, cloud point-of-sale (POS) website, and channel database deployed locally in a store. This type of scale
unit maintains connectivity with and extends a retail Commerce deployment, improving performance, ensuring
business continuity, and providing in-store hybrid capabilities.

A self-hosted Commerce scale unit and its use rights are included at no additional cost with a qualifying
minimum purchase of Commerce licenses. (It is not available as a standalone license.) All servers, users, and
devices accessing the self-hosted scale unit must be appropriately licensed, along with any required hardware
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and licenses for Windows Client or Windows Server and SQL Server, which must be acquired separately

Note: If dual use rights are being exercised and you use downgrade rights to downgrade to Dynamics AX 2012,
the Retail Store Server is not an included use right and appropriate licensing must be obtained. Please see the
AX 2012 Retail Licensing Guide and refer to the AX downgrade mappings table in the Dynamics 365 for
Operations, on-premises Licensing Guide to determine appropriate licensing.

Commerce Scale Unit — Cloud capacity

Application/Capacity Capacity Limit Add-On Capacity

e Basic: 65 devices/tenant/month
) ) e Standard: 225 devices/tenant/month e N/A
e Operations — Devices e Premium: 500 devices/tenant/month

Commerce Scale Unit - Cloud

»Dynamics 365 Commerce Recommendations

The Commerce Recommendations application helps customers easily and quickly find products they want
based on the purchase trends of their fellow customers. Recommendations is a tenant-based license.

One purchased Commerce Recommendations license confers an allotment of 20K transactions per month. For
this purpose, a transaction is defined as the final checkout of a shopping order, whether in-store or online. As
with other capacity licenses, a one-year subscription is required, and the total allotted transactions may be
consumed at any point in the year.

»Dynamics 365 Commerce Ratings and Reviews

The Commerce Ratings and Reviews application helps capture product reviews and ratings from customers.
Retailers can then display average ratings and review information across their e-commerce website.

Commerce Ratings and Reviews is a tenant-based license. One license provides up to 250K active ratings and
reviews.

Dynamics 365 Customer Service

Customer Service helps you manage customer relationships, empower your customer service agents, and
provides a branded, personalized self-service experience through a searchable knowledge base that delivers
consistent, up-to-date answers. Streamline customer support and help customers find the understanding they
need to ensure product satisfaction and build customer loyalty.

T — Customer Service is available as either an Enterprise or

professional Professional user license and with several optional add-ins to

deliver the capabilities needed for your situation. Choose user

Unified routing Add-on ] licenses for one or the other; you can only buy both licenses if

O you deploy them in separate environments. Customer Service
Enterprise may also be licensed by device.

Customer

Service Enterpris

Additional Applications Additional Capacity

o . Intelligent Voicebot
Dl bzt Minutes Add-on
Customer Call Intelligence I:I]

Service Insights Minutes Add-on »Dynamics 365 Customer Service Professional

Voice Channel Customer Service Professional provides basic resources for
customer service agents. It also provides a self-service
customer website and access to a knowledge base for end
customers. It's meant for less complex scenarios that need
streamlined capabilities to support customers and customer service teams.

Digital Messaging
and Voice Channel &

»Dynamics 365 Customer Service Enterprise

Customer Service Enterprise licenses expand on the functionality of Customer Service Professional. In particular,
the enterprise license grants use rights that give users the ability to schedule and dispatch service, create
teams, and manage resources through integration with other Dynamics 365 applications such as Field Service
and Project Operations, when the organization also licenses them.
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When you license Customer Service Enterprise, you automatically become entitled to 2,000 Customer Voice
responses/tenant/month, and you can buy additional response packs (in packs of 1,000
responses/tenant/month) as needed.

Unified routing provides intelligent and automated routing and assignment capabilities to customer service
organizations. This allows organizations to use advanced capabilities such as multi-stage classification rules
and automated assignment based on agent availability, capacity, or specialization. Routing records, excluding
Chat and Digital Messaging conversation records, are subject to a licensed capacity. Customer Service
Enterprise includes unified routing with 50 record routes per user per month. See this documentation for more
details.

Customer Service Insights provides integrated analytics and Al capabilities to help you better understand
support engagements and emerging trends. It helps to identify opportunities for enhancing your automated
support system and track the performance of support options and agents. Topic clustering groups related
cases or those with commonalities to help customers or service agents to discover the information they need in
the knowledge base. These insights capabilities are included in Customer Service Enterprise license. Other
service limits apply.

Customer Service Enterprise capacities

Application/Capacity Included Capacity Add-On Capacity

Unified Routing add-on:

Customer Service Enterprise e 50 records/user/month (pooled at tenant | ¢ 10K records/tenant/month (pooled at tenant level;
e Record routing level) excluding Chat and Digital Messaging conversation
records)

Customer Service use rights

Use Rights Mlsr?gc‘ers C;::’omer SeEr:‘/;ce
Access

Dynamics 365 for Outlook and Dynamics 365 App for Outlook' ° ° °
Dynamics 365 Mobile Client Application ° ° °
Microsoft Dynamics 365 for iPad & Windows ° ° °
Microsoft Dynamics 365 Web application ° ° °
Read

All Dynamics 365 application data ° ° .
Custom table data ° ° °
Tables: Create, Update, Delete

Accounts ° °
Activities ° ° °
Announcements ° ° °
Calendar: share ° ° °
Case/Incident ° °
Contacts ° ° °
Custom tables (see Appendix D) 15 max? 15 max °
Embedded Intelligence °
Entitlements ° °
Facilities/Equipment °
Leads (create only) ° °
Notes ° ° °
Personal views ° ° °
Product ° °
Product families/hierarchies °
Product relationships °
Resources ° °
Saved views ° ° °
Service (service scheduling) °
Work hours ° °
Tables: Actions
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- Team
. Members pro_ | _nt |

Activity feeds: post & follow activity feeds ° ° °
Activity: convert to a case ° °
Add or remove a connection (stakeholder, sales team) for an account or contact o o °
Business units: define and configure °
Case management: reassign, add to queue, route, and resolve cases ° °
Chat with support team (as chat client for self-service, requires third-party solution) ° ° o
Dialog: start dialog ° ° °
Knowledge base: create, update, publish, configure ° °
Mail merge: perform mail merge ° ° °
Marketing list: associate a marketing list with an account or contact ° . °
Open project position: apply for an open project position for Project Operations . . °
Project tasks: update the project tasks status for Project Operations ° ° °
Queue: use a queue item . . °
Resource competencies: update own resource competencies for Project Operations ° ° °
Resources (facilities, equipment, people): manage °
Schedule and dispatch capabilities: use scheduling assistant, drag & drop assignment, update .
resource bookings

Schedule board: configure and view .
SLA: manage o °
Teams: define and configure °
Work hours: manage °
Yammer: use Yammer collaboration (requires the appropriate license, acquired separately) . ° °
General System Use: Actions

Auditing: configure ° °
Business processes: customize 5 max [
Create and update custom reports, charts and dashboards 5 max [
Customize and extend out of the box reports, charts and dashboards °
Dialogs: define and configure ° °
Duplicate detection: configure rules ° .
Dynamics 365 forms, tables, and fields: create ° °
Email: create, update, and delete templates ° ° °
Forms and views: customize (see Appendix D) 2 max °
Import data in bulk ° °
Microsoft Excel: export data to Excel ° ° °
Queue: define and configure (see Appendix D) 15 max °
Records: use relationships and connections between records ° ° °
Search and advanced find: use ° [ °
Tables: define connections and relationships between tables ° °
Word: create, update, and delete templates ° ° .
Workflows: define and configure ° .
Additional Services and Software

Customer Service Hub ° .
Dynamics 365 Customer Voice °
Dynamics 365 Mobile offline capabilities °
Project Operations Team Members app? . . °
Unified Service Desk (USD) for Microsoft Dynamics 365 [

"Dynamics 365 App for Outlook can be customized, however usage must comply with use rights for users’ corresponding license and pre-
approved application scenarios in Appendix C.

2Dynamics 365 Project Operations Lite — deal to proforma invoicing or Dynamics 365 Project Operations for resource/non-stocked
scenarios deployment required for Project Operations Team Members app.

3Team Members application module may be customized with maximum 15 additional tables (custom tables or standard Dataverse tables)
available to the Team Members license per pre-approved application scenarios in Appendix C.

Additional Customer Service applications
» Chat for Dynamics 365 Customer Service

Chat for Dynamics 365 Customer Service is an add-in application for Customer Service Enterprise licenses. It
helps agents engage in real time with customers to resolve issues faster. Chat is licensed per user.
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> Digital Messaging for Dynamics 365 Customer Service

Dynamics 365 Digital Messaging is an add-in application for Customer Service Enterprise licenses. It includes
Chat for Dynamics 365 Customer Service and third-party SMS. Digital Messaging is licensed per user.

Record routing (previously entity routing) requests capacity

Incoming conversation records (chat, call, text message) can be routed within an organization without
additional capacity requirements. However, organizations often need to route other records (support cases,
activities etc.) to a work queue or a specific support agent using advanced capabilities such as multi-stage
classification rules and automated assignment based on agent availability, capacity, or specialization. This is
possible through unified routing. Routing records, besides conversations, through unified routing is subject
to a licensed capacity. See Customer Service Enterprise for more details about record routing capacities.

Chat and Digital Messaging capacities

Application/Capacity Included Capacity Add-On Capacity

e Incoming conversation records (chat, call, text message)

Chat and Digital Messaging can be routed within an organization without additional | © Power Virtual Agents capacity

« Record routi capacity requirements add-on: See Power Apps, Power
econ rf:>u N9 ) o 1K Power Virtual Agents sessions/tenant/month (granted Automate, and Power Virtual
e Power Virtual Agents sessions once per tenant regardless of the number of user Agent Licensing Guide
licenses)

»Voice Channel for Dynamics 365 Customer Service

Voice Channel for Dynamics 365 Customer Service is an add-in application for Customer Service Enterprise
licenses and brings 1st party telephony to Customer Service - Al infused at every stage. Voice Channel is
licensed per user and includes Intelligent Voicebot and Call Intelligence capabilities.

Intelligent Voicebot minutes include entitlements to Power Virtual Agent to be used as a conversational IVR
with the Voice Channel. Call Intelligence minutes include entitlements for intelligence features for Voice
Channel, including call transcription, sentiment analysis, Al suggestions, call insights and topic clustering.

Customers are required to connect to an Azure Communication Services resource to use the Voice Channel.
Azure Communication Services provides the pay-as-you-go pricing for PSTN, SMS, VOIP (for Direct Routing)
and call recording. See here - Azure Communication Services pricing | Microsoft Azure.

Voice Channel capacities

Application/Capacity Included Capacity' Add-On Capacity

e Intelligent Voicebot minutes add-on:
500 additional minutes/tenant/month
e Call Intelligence minutes add-on:
500 additional minutes/tenant/month

Voice Channel e 2K Intelligent Voicebot minutes/user/month
¢ Intelligent Voicebot minutes ¢ 6K Call Intelligence minutes/user/month

o Call Intelligence minutes o Dataverse File storage 35GB for call recording/user

"Included capacity accrued per USL and pooled at the tenant level.
» Digital Messaging and Voice Channel for Dynamics 365 Customer Service

Digital Messaging and Voice Channel is an add-in application for Customer Service Enterprise licenses. It
includes Digital Messaging (Chat for Dynamics 365 Customer Service, third-party SMS) and Voice Channel.
Digital Messaging and Voice Channel is licensed per user.

Dynamics 365 Field Service

Field Service connects and empowers field-based service teams. It leverages tight
integration between Customer Service case management capabilities and field
service work orders to deliver business process-driven, best in class management of
your field service operations. Field Service is licensed per user and/or device.

Field Service @

PRl Resource Schedule
Application [LaiiFELT]

The Field Service user license also includes the latest version of Field Service Mobile, a Microsoft product
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specifically designed for Field Service and distinct from Dynamics 365 Mobile Client. When you license Field
Service, you automatically become entitled to 2,000 Customer Voice responses per tenant per month, and you
can buy additional response packs (in packs of 1,000 responses/tenant/month) as needed.

Note: Bing Maps Developer license included with limitations (billable transactions) as described at
https://www.microsoft.com/en-us/maps/licensing. The Bing Maps Notices apply.

Field Service use rights

. Team . .
Use Rights Members Field Service

Access

Dynamics 365 for Outlook and Dynamics 365 App for Outlook!
Dynamics 365 Mobile Client Application

Microsoft Dynamics 365 for iPad & Windows

Microsoft Dynamics 365 Web application

Read

All Dynamics 365 application data

Custom table data °
Tables: Create, Update, Delete
Accounts

Activities °
Announcements [J
Calendar: share °
Cases for Field Service: Create cases with limited edit capability. No case SLAs, entitlements,
or case routing. Users only licensed with Field Service license cannot act as customer service
agents and resolve cases

Contacts o
Custom tables (see Appendix D) 15 max?
Customer assets
Dispatch

Inventory management
Invoices

Leads (create only)
Notes °
Opportunities
Orders
Personal views °
Product

Product families/hierarchies
Product relationships

Purchase orders

Quotes

Repairs and returns management
Resources

Routing capabilities

Saved views °
Schedule

Service agreements
Territories

Work hours

Work order management °
Tables: Actions
Activity feeds: post and follow activity feeds °
Add or remove a connection (stakeholder, sales team) for an account or contact °
Business units: define and configure
Chat with support team (as chat client for self-service, requires third party solution) °
Dialog: start dialog °
Entitlements: manage

Field Service Mobile application

Field Service Mobile application Offline sync: use
Knowledge base: create, update, publish, configure
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. Team . .
Use Rights Members Field Service

Mail merge: perform mail merge . °
Marketing list: associate a marketing list with an account or contact L L
Open project position: apply for open project position for Project Operations ° °
Project tasks: update project tasks status for Project Operations ° °
Queue: use a queue item [ °
Repairs: create and manage (RMA) °
Resource competencies: update own resource competencies for Project Operations ° °
Resource Schedule Optimization: manage °
Resources (facilities, equipment, people): manage °
Resources: define and configure °
Returns: create and manage returns (RTV) °
Schedule & dispatch capabilities: use scheduling assistant, drag & drop assignment, update o
resource bookings

Schedule board: configure and view °
Services: define and configure °
SLA: manage °
Teams: define and configure °
Work hours: define and configure °
Work hours: manage °
Yammer: use Yammer collaboration (requires the appropriate license acquired separately) ° °
General System Use: Actions

Auditing: configure °
Business processes: customize °
Create and update custom reports, charts, and dashboards °
Customize and extend out of the box reports, charts, and dashboards °
Dialogs: define and configure °
Duplicate detection: configure rules °
Dynamics 365 forms, tables, and fields: create °
Email: create, update, and delete templates ° °
Forms and views: customize (see Appendix D) °
Imp