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Introduction

Microsoft Dynamics CRM is a customer relationship management application, a sales force
automation application, a customer service application, a marketing tool, a platform and
framework for software development, and an application that can be configured to meet a
variety of relationship management needs. You might have seen the term xRM within the
Microsoft Dynamics CRM world; this term represents all that is mentioned above that is not
necessarily considered CRM. Needless to say, Microsoft Dynamics CRM is a product that has
great depth and great versatility.

If you have picked up this book, you most likely have been thinking about learning more
about Microsoft Dynamics CRM.

Who Should Read This Book

This book is aimed at users of Microsoft Dynamics CRM and Microsoft Dynamics CRM
Online, Microsoft partners expanding into the Dynamics CRM space, and software develop-
ers and others interested in learning more about the product. This book gets you started,
but it could not possibly describe everything you'll ever need to know about Microsoft
Dynamics CRM!

If you are already working with Microsoft Dynamics CRM, this book can help expand your
depth of understanding about the product and organize your experiences with the product.
If you have never worked with Microsoft Dynamics CRM, you can look to this book as a solid
base that gets you started and helps you grow, learn, and expand in the right directions as
you learn more about the software and its many areas of potential.

Microsoft Dynamics CRM has changed dramatically since its first release in the early 2000s,
and many of these changes have come about through Microsoft incorporating suggestions
and ideas from a variety of sources.

Now that Microsoft Dynamics CRM has matured to version 2011 RS5, the product is rich with
functionality, backed by a powerful community, and built for an almost-unlimited list of
business needs.
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How This Book Is Organized

This book is divided into six parts that will get you up to speed quickly with Microsoft
Dynamics CRM:

>

vV v v v Vv

Part I, “Introduction to the Business Use of Microsoft Dynamics CRM”
Part II, “The Structure of Microsoft Dynamics CRM”

Part III, “Getting Started Using the Software”

Part IV, “The Support Department”

Part V, “Reporting”

Part VI, “Extending the Application”

Special Features

This book includes the following special features:

>

Lesson roadmaps—At the beginning of each lesson, you will find a list of what you
will learn in that hour. This list enables you to quickly see the type of information the
lesson contains.

By the Way—Throughout the book, you will see extra information presented in these
sidebars.

Did You Know?—Throughout the book, you’ll see tips and insight on items of related
interest that you might want to know about.

Watch Out!—Throughout the book, where topics warrant warnings, you'll see sidebars
titled “Watch Out!”

Tasks—Numbered lists of steps to complete tasks help to organize the material.

Workshop—In this section, you will find an example of CRM in use and a case study
of a company that is using Microsoft Dynamics CRM to solve business needs related to
the topic of the lesson.

Q&A—At the end of each chapter is a Q&A section that explores some questions likely
to be asked by users who are using the features and functions addressed during the les-
son.

Quiz—At the end of each chapter is a quiz (and answers) to help you evaluate what
you have learned during the hour.

Exercises—At the end of each lesson is a set of recommended exercises to help rein-
force what you learned in the lesson.
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HOUR 1

What Is Microsoft Dynamics
CRM?

What You’ll Learn in This Hour:

Overview of CRM and the CRM industry
Department roles: different perspectives

>
>
» Business applications, functions, and fundamentals
» A closer look at business processes

>

Capturing processes

This hour focuses on opening the mind to a potential new world: the world of cus-
tomer relationship management (CRM). This world did not start with the invention
of technology, nor does it end with a specific application. This world has long been
researched, studied, documented, debated, and discussed. As you consider this world
of CRM realize that the success of a specific CRM initiative or the failure of the same
initiative often does not have much to do with the software or technology that you
use. A successful CRM project also demands understanding of process, the potential
for technology and a team of people. The goal of this hour is to build a foundation
of understanding that will leave a few doors open as you get started on the road
toward mastery of Microsoft Dynamics CRM 2011 and potentially many successful
projects.

Overview of CRM and the CRM Industry

What does CRM really stand for? As an acronym, it expands to customer
relationship management. As an industry concept, it is the ability for a company to
capture key details about its customers and future customers as they relate to a
need, desire, and set of preferences. The CRM philosophy is all about encouraging
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and supporting a business strategy that leverages this key information to support
better communication and a more accurate offering to the right audience at the
right time. CRM as a way of thinking has been around since the first business
opened, long before technological innovations of the 1980s allowed this business
approach to become an industry. CRM also enters almost everyone’s personal life.
Take for instance the mail that you receive. Have you received a catalog or promo-
tional mailing lately? Tracking you as a potential customer involves CRM. Let’s take
a look at a little bit of CRM history.

In the beginning, the idea of automating marketing arose. The idea of segmenting
customers and prospects into groups that could be electronically approached took
hold, offering grand promises of revolutionary changes in business process. Those
promises and hopes were quickly balanced with reality. Too much data without
properly configured tools to sort, filter, and use that data wasted large amounts of
time and money.

Now, more than 20 years after the term CRM was first used, it is a still-maturing
industry, and the debates and growth predictions within the CRM industry continue.

A simple online search for “CRM” will open some doors. You can find industry-specif-
ic magazines, generic and product-specific white papers, articles, books, debates,
blogs and wikis, and a long list of successes and failures defining the best approaches
and the best tools at all company levels. In this hour, we peek into this broad world.

CRM Software Packages

Common CRM marketing messages include faster access to information and more
personal efficiency, but this is often not enough. Technology continues to break
down barriers and offer more. It can increase success and support efforts to main-
tain success in an increasingly fast-paced world. Microsoft Dynamics CRM offers key
features such as integration to mapping data with an easily reachable map to the
contact’s office or capturing instant customer-specific information from the Internet
and feeding it up in the customer summary. It can summarize social buzz and
organize instant posts and complaints in real time. It can also manage the data
needed to offer support or returns as well as the complex needs of marketing and
senior management.

CRM today is increasingly adding to the functionality of already much-loved and
well-used tools through enhancement and integration with other applications.
Bringing existing habits and tools to the next level can speed and increase adoption
while also creating loyal users. This is one reason why Microsoft Dynamics CRM
functions through the e-mail client Microsoft Outlook and works closely with other
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Microsoft applications, such as Microsoft Word, Microsoft Excel, and Microsoft Office
SharePoint Service.

According to Gartner, Inc., the CRM market will enter a three-year shake-up starting
in 2011, as a number of key trends continue to take hold. These include growth in
sales techniques, changes in marketing automation, and expansion of options in
customer service technologies, projects, and implementations. Given that technology
continues to evolve, the choices within the world of CRM continue to expand.
Consider social media, mobile access, and access to data from devices such as your
sunglasses or watch. The next three years will continue the pattern of rapid growth
of options to automate process and considerations for process refinement.

CRM Application Technology

The list of CRM line-of-business applications was extensive prior to Microsoft
Dynamics CRM coming to market. Companies such as PeopleSoft, Siebel, SAP, and
Oracle have products within this niche. In fact, CRM software is one of the oldest
applications available and has been released in numerous flavors by many vendors
over the years. When solving the CRM business need with CRM application technol-
ogy, we are talking about a well-researched subject. When it comes to technology,
CRM software sits next to e-mail as the heart and soul of many companies. It also
crosses all departments, offices, and niches within a company, and it is both a cor-
porate and a personally needed toolset. The product supports an individual in his
efforts to organize his day and to-do list, and it aggregates data from many individ-
uals for corporate analysis and decision making. It automates a process to enhance
and support corporate standards, it promotes and supports team work, and it auto-
mates processes to support an individual’s interest in efficiency. CRM software not
only has to be successful for the corporation, it must also empower the individual
and the team. Ultimately, CRM software, when implemented correctly, can actually
change the business direction of a company.

CRM and the Individual

We each have our own style for getting things done and reminding ourselves of
what we have to do. When we apply these unique styles to a work environment,
where common technology must support all, the application used must be flexible
enough for different styles and easy enough to modify and master that it meets
many different needs. The technology must also offer commonality and promote, or
even enforce, corporate standards. E-mail software is a classic example of an appli-
cation that is both corporate and standardized and yet flexible and individually
empowering. CRM software is very similar to e-mail software, and yet it has to sup-
port many more needs than an e-mail application. CRM software must keep track
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of not only who you talk to, but who they talk to. It must also keep track of when
you last talked to them and what was said. Think about it.

If we consider applying this technology to an audience of salespeople, we also have
unique audience-specific considerations. Many times, salespeople have become suc-
cessful because of their own talent, habits, style, and connections. These factors are
often unique and come from a salesperson’s experiences, trainings, and focus. When
rolling out CRM software, changes are inevitable, but asking any salesperson to
change a successful style is often an uphill battle. Unlike other audiences, an addi-
tional element to the salesperson audience is that a salesperson’s success usually
contributes and pays a part of his salary. To get a high level of adoption in this mar-
ket, the CRM application must offer something to salespeople that they want and
something that meets a need that can not be met without the tool.

Common CRM marketing touts include faster access to information and more per-
sonal efficiency, but this is often not enough when talking to an established and
successful salesperson. However, technology continues to break down barriers and
offer more. It can increase success and support efforts to maintain success in an
increasingly fast-paced world. Offering key features, such as integration to mapping
data (GeoData) with an easily reachable map to the contact’s office or capturing
instant customer-specific information from the Internet and feeding it up in the cus-
tomer summary, can be very powerful.

Another powerful option is increasing the functionality of already much loved and
well-used tools through enhancement and integration with other applications.
Taking existing habits and tools and bringing them to the next level can speed and
increase adoption while also creating loyal users. This is one reason why Microsoft
Dynamics CRM functions through the email client, Microsoft Outlook, and it works
closely with other Microsoft applications, such as Microsoft Word, Microsoft Excel,
and Microsoft Office SharePoint Service.

We have talked about the mindset of a successful salesperson, but what about a
salesperson who is not doing so well? We can attribute this to any number of vari-
ables, but how would an offer of or improvement to CRM software be considered in
this situation? When the pressure is on from management and the “rope is short,”
having powerful tools to get the job done quickly, smoothly, and efficiently can
help. These tools, if already existing prior to a failure, can also be blamed for an
individual’s lack of success. As the heart and soul of a firm and of individual pro-
ductivity, CRM software sits in a very volatile space.

How many people can you keep track of without using technology or a piece of
paper? Perhaps you have a special gift and can keep track of hundreds of people.
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But what about all the specific details? We all have our methods, which might
include a small black book, a manila file on each client, or technology (such as a
laptop or a mobile device), but the small details are often captured in more places
than just memory. CRM software enables us to capture, organize, and store more
information, and it makes it easier to retrieve and analyze that information.

CRM also helps automate processes, and when it comes to individuals’ habits and
tasks, automation can reduce redundancy. If someone is spending time doing the
same tasks over and over again for different clients, CRM software can automate
this mundane process and free her up to do more advanced and unique tasks, tasks
that require more intelligence or careful thinking or the unique skills of a human.
Consider the rather repetitive process of sending out a follow-up packet when a new
prospect inquires about a company. Instead of the salesperson redoing the entire
process over again, he can customize the letter to a specific inquirer and let the sys-
tem automatically compile standard electronic material to include for new
prospects. CRM software can also customize the material for this specific prospect
based on other criteria, such as industry, location, interest, or any set of the a variety
of variables.

CRM Software Collects Firm-Wide Data

In this information age, one of the biggest assets for a company is the data captured
and retained and the intellectual capital that this represents. The idea of captured
information when it comes to relationships is a controversial one, and yet much of
a corporation’s success in marketing and customer service is based on knowledge
about the customer and the relationship the corporation has with the customer, as
well as knowledge about the other relationships a customer has.

Twenty years ago, employer/employee loyalty was pervasive, but that has changed.
What happens when someone leaves your firm? How does this relate to the use of a
CRM application? Every person who works in a company retains a certain amount
of knowledge about the firm, his or her specific job, and the people he or she works
with (internal staff and customer contacts). This knowledge is often overlooked but
sometimes critical to the success of a business. The combined knowledge of all staff
is also the single most unique difference between two companies offering the same
product or service; it is a real competitive differentiator. A CRM application can help
to capture some of this knowledge. It also supports company efforts to standardize,
document, and automate company-specific processes. After these processes have
been captured, they are not forgotten when key staff leave.
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As staff turnover becomes more common, the retention of this critical data becomes
even more difficult. Customer information needs to be captured. The size, location,
industry, products purchased, purchasing habits, and preferred service variables are
all data oriented, but what about the relationship? A relationship is often between
two people or a small group of people and another group of people. A customer has
a point person who regularly calls and places orders. The person taking the order
might be the same person, the same one or two people, or always someone new. In
the first scenario, a relationship exists between the point person at the customer site
and the point person taking the orders. After an order is placed, these two people
might share more information (a laugh, a question about the weather on the other
side of the country, or more personal information). If either one of these people
leaves, the customer still gets service, but the service level changes. In the second
scenario, we have one specific point person, but when he calls to place an order, he
talks to two or three different people. In this scenario, the risk of reducing the con-
nection to the customer is slightly lower.

Increasingly, companies are trying to reduce the risk of compromising customer
service when key staff people leave or when contacts within the customer company
change positions. CRM software can capture some of the details needed to reduce
this risk. A customer service point person who adds a note indicating that her cus-
tomer always calls on a Friday morning and that recently her daughter was mar-
ried, helps the next customer service person to offer much more personal service.

The Business Advantage of CRM

Let’s now consider a corporation’s return on investment (ROI) from the adoption of a
CRM solution. The primary ROI is enhanced customer service or a shorter sales cycle
based on already captured knowledge. However, the adoption of CRM software cre-
ates multiple ROIs, depending on which audience is accessing or working with the
product. The board of directors of a corporation might be interested in the financial
returns or the long-term predictive analysis of the data captured within the core line-
of-business CRM application. A manager might have a totally different need. A man-
ager might, for example, use CRM software as a coaching tool, standardizing his
much-loved and much-tested best practices into an automated toolset used by his
direct reports. A manager might also use CRM software for compliance and for man-
aging the human resources he or she is responsible for. The ROI for a manager does
not necessarily have to be the same ROI as that of a chief financial officer or a cus-
tomer support representative. In addition, the success or failure of a CRM application
can be contradictive. One department may experience great success, while another
experiences frustration and limitations and time-consuming extra data entry. No
other application crosses so many different audiences in so many different ways. And
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no other application brings with it such great risk from failed adoption and such
great benefits from true corporate understanding and mastery.

In Figure 1.1 we show how multidimensional the world of CRM can be and how
many different areas of impact this section of software can apply to.

« Corporate « Personal
Assets Productivity
* Intellectual
Capital

Cc

Customer

Relationship Management

+ Multiple ROIs * Removes
Limitations

Successful CRM Projects

It is easy to focus only on purchasing a software package and the actual installa-
tion. However, a company needs to consider a whole project, including the level of
involvement of people, the design of process, and the actual technology footprint to
support the new solution. One of the key goals of Microsoft Dynamics CRM 2011 is
to be a product that is extremely flexible and that can be reconfigured or changed
as a company environment changes. These changes can include the people using
the software, technology revolutions as the world of technology matures, and
processes that a company either changes or refines. CRM is not just an application
or a technology; it is a methodology, a culture, and a philosophy, and because of
this wide-reaching paradigm, Microsoft Dynamics CRM 2011 requires executive
decisions about configuration and use. In addition, management must understand
what its options are when it comes to many of these decisions, so in addition to
management decisions, a company also needs executive commitment to learn
something new and to open their minds to additional options.

As earlier mentioned, there are a number of different considerations in each success-
ful CRM projects. Let’s take a look at each of these as diagrammed in Figure 1.2.
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FIGURE 1.2
Elements of a
successful
CRM project.
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People

Every human is unique. Some have great skills dealing with people including social
skills, management skills, and communication skills; some are passionate about
software; others are incredible writers or excel at sports. Some are masters of any
combination of skills. Human style and talent can impact the success of a project or
application.

A core team may be critical to efficient adoption and change management; howev-
er, each person who will eventually be a user of the system is unique, and core
teams rarely represent 100% of all unique user needs. When considering applying
technology to the CRM space, consider the various levels of people who could be
involved. There will be a variety of different individuals, and each individual has his
or her own specific habits and technology in use.

There are a variety of different departments, and each department has different peo-
ple and different needs and focuses, and there are a variety of different personalities.
Some will make excellent champions, whereas others will be incredible users. You
might find that the administrator role is best accomplished by a person who is a
master of software, has a depth of understanding about the business, and is passion-
ate about learning. The user champion might not need these skills. A user champi-
on may need to have an outgoing personality, a likable demeanor, and an ability to
put people at ease. This person would also need understanding and skill in the CRM
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software, as well as an understanding about how the new software impacts his or
her world.

Management buy-in and involvement is the biggest single factor in the success of a
CRM software implementation. Additionally the roles and responsibilities of each
team member as they apply to a specific CRM project or as they apply to the long-
term use of the CRM solution are also important. When considering roles think
about information services, partners, and business users, and within each of these
groups the roles of managing, developing, defining, and confirming that all is as
expected as the project moves forward. We can’t emphasize enough the need for
communication and flexibility—communication so that all are on the same page
and flexibility because technology growth and options never stop, and in many
projects the business process is also a moving target.

Processes

If you are diving into the new world of Microsoft Dynamics CRM 2011, a helpful
exercise is to document existing processes. These processes can be extremely small,
or they can be large and complex. Process documentation can start at a very high
level and then have supporting documents at a more detailed level, or it can be at a
very detailed level from the start. Changing processes is not required for the success-
ful adoption of this software, but at a minimum existing processes should be
reviewed as part of a deployment of Microsoft Dynamics CRM 2011. In later sections
we dive into explaining process diagramming in more depth, but let’s take a quick
look at an example.

When considering processes associated with specific tools, such as a CRM applica-
tion, you can be sure that certain functions and features available can improve or
change your process.

If your primary mode of transportation is a horse and buggy, for example, your
process will have to include the care and feeding of the horse and the total number
of hours a day that the horse could be used. You must also consider the conditioning
of the leather components and the impact of weather on these components and the
wear and tear of daily use. When you replace that horse and buggy with a car, the
variables change so significantly that your processes change. You no longer have to
consider the number of hours that you have available in any given day for trans-
portation; after all, a car does not care whether it is used for 24 hours or for 1.
However, you must continue to care about the wear and tear of daily use. Some
processes do not change, but others do.

Another example is the introduction of the ATM. In prior days we used checks and a
check register to withdraw cash. We often had an up-to-date running register of the
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money in our checking accounts. In today’s world of the ATM we take out cash but
do not necessarily write this withdrawal into a check register. We still need an accu-
rate statement, but we might depend on the bank’s electronic statement for this
information.

When considering change in an existing firm, a person first outlines and documents
existing processes and then chooses areas of inefficiency or poor workflow to
improve and correct. Process modification generally requires change; change
requires a broad spectrum of initiative.

Before we consider making changes before rolling out Dynamics CRM, we must also
consider that within three to six months of Microsoft Dynamics CRM adoption, there
will be options for additional change or process modification as the technology
opens new doors.

Making initial decisions about process when first installing Dynamics CRM is impor-
tant, but considering change after use is just as critical. Features don’t change, but
user knowledge and mastery of these features does. This knowledge motivates adop-
tion of more functionality.

The key with process in the CRM space is continual learning by the teams involved
and the leveraging of Microsoft Dynamics CRM's powerful flexibility when it comes
to change and design.

As a last note on processes, always consider this: If your processes do not work, what
happens when automation speeds up those processes?

Technology

Technology includes well-tested CRM software applications, the changes these appli-
cations will mean for your company, and the environment in which the new soft-
ware will operate. New technology always involves new choices, which may push
people into uncomfortable decision-making positions but may also present wonder-
ful new opportunities.

Microsoft Dynamics CRM 2011 is both a foundation for development (often referred
to as xRM, for extended relationship management) and a powerful line-of-business
application focused on CRM features and functionality. The product is built on a
solid foundation of proven and mature Microsoft technology and can be easily
extended, configured, and modified into a unique fit for each business where it is
deployed. The product is flexible, but it also comes with a number of standard fea-
tures and functionalities that can be used without extra effort. Think of the product
as having standard features, requested by almost all clients, and you can add
unique features and functionalities specific for your company or project. Finally,
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never underestimate the requirement to learn the new technology well before imple-
menting because by understanding what is available to you, you are given the
chance to change your decisions and design. If you do not have this knowledge,
then your decisions cannot be based on the power available within the system.

Department Roles: Different
Perspectives

Depending on your responsibilities and focus, a CRM deployment can offer different
benefits and challenges. Let’s look at a few roles—not necessarily all roles within
any given company.

Boards of Directors

If a board of directors (BOD) could choose one word when thinking of the company
it oversees, that word might be transparency. Members of a BOD do not want surpris-
es from either the press or from the chief officers on the management team.
Hopefully the financials of a company are transparent. The G/L is available to the
BOD, the financial statements are available to the BOD, but what is often missing is
insight and perspective as to corporate culture and application of such to relation-
ships with customers. In addition, board members often lack insight into the sales
funnel, which offers a wide range of support from the extensive experience often
found within a BOD. Board members have industry expertise and knowledge, but
without something to compare this to from the company they oversee, their ability
and contribution may be limited. Microsoft Dynamics CRM offers some of this
insight from two perspectives. First, it is extremely good at capturing more data.
Second, it is extremely good at offering this data in a user-friendly manner to people
who do not necessarily use the application every day. Graphical reporting and dash-
board analysis with a common Microsoft Office interface eliminates a number of
barriers present in other vendor offerings.

Chief Executive Officers

Microsoft Dynamics CRM offers the chief executive officer (CEO) insight into the
company and management variables via access to management teams, departmen-
tal decisions, and other “pure” data. It also provides analysis and integration points
to other core applications running within a firm. A CEO who appropriately lever-
ages CRM technology can more easily implement her vision with Microsoft
Dynamics CRM. Microsoft Dynamics CRM software can help cutting-edge CEOs
refine, change, and position a company and the processes within that company.
CRM represents a pool of wisdom for the CEO.
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Chief Financial Officers

Chief financial officers (CFOs) are tasked with reducing risk, lowering costs, and
managing company financial investments. They also organize and classify corpo-
rate assets and work with managers to ensure efficiency. A CFO significantly benefits
from the adoption of Microsoft Dynamics CRM. CFOs benefit from the additional
available data, from the increased standardization of processes (which thus reduces
risk and lowers costs), and from the analysis and predictive potential of this tool
that captures the corporate asset known as data. They also benefit from the
improvements and efficiencies in marketing that drive down the bottom line costs
on sales.

Chief Information Officers and Chief Technology
Officers

Microsoft Dynamics CRM results in key benefits for the chief information officer
(CIO) and chief technology officer (CTO) because of the product’s flexibility. The
product’s available framework and core building blocks are standard Microsoft tools.
With these tools, technical staff can leverage the power of the platform without
extensive extra training, and long-term support is available from multiple resources.
Microsoft Dynamics CRM actually becomes a bridge between technology depart-
ments and the business. The software is a tool that technology departments can use
to meet their own internal business needs (customer service or knowledge-base man-
agement, for instance), and it is a tool that can help meet corporate goals, such as
automation of the sales process and prospect management.

Sales Managers

In meeting numbers, setting expectations, and reporting realistic goals to manage-
ment and the BOD, the sales manager is well served with a tool that can capture his
preferred and defined processes and the results and then communicate them to his
superiors. If a sales manager has defined, refined, and implemented best-practice
sales processes, these processes are defined, available, and transparent within the
world of Dynamics CRM to the rest of the management team.

Microsoft Dynamics CRM can also help a sales manager to coach, mentor, and
encourage team members to perform at a higher level through applicable experi-
ence applied to areas that Microsoft Dynamics CRM indicates need fine-tuning. Just
as football coaches classify their players and then review their skills so that the
appropriate weight training, running drills, and practices can be designed, so must
a sales manager gain insight into who needs training, mentoring, and support.
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With the right configuration Microsoft Dynamics CRM can capture skill sets, and it
can also offer transparency into prospect interaction and completion of processes.
Instead of a sales manager having to pull teeth to get numbers for analysis and
management reporting, daily capturing of activities and status changes via
Microsoft Dynamics CRM can show what is going on. This shift moves from a
monthly reactive reporting model to an anytime proactive management paradigm.

Salespersons or Sales Executives

If we consider applying CRM technology to an audience of salespeople, we also have
unique audience-specific considerations. In addition to having personal styles for
task management and daily efficiencies, salespeople also have unique sales styles.
In fact, extremely successful salespeople have often become successful because of
their own talent, habits, experiences, training, and connections.

When rolling out CRM software, changes are inevitable, but asking any salesperson
to change a successful style may be an uphill battle. Unlike other audiences, with the
salesperson audience, an additional element is that a salesperson’s success usually
contributes and pays a part of his salary. To get a high level of adoption in this mar-
ket, the CRM application must offer something to salespeople that they want and
something that meets a need that cannot be met without the tool. Additionally sales
management and executive management buy-in can make a critical difference.

A sales executive’s resistance to sharing data is well founded. Sales executives either
have a well-practiced and much-coveted technique that they do not want to share
with their peers, or they are vulnerable to judgment and correction. Even in a team-
oriented culture, style is individual, and success is important.

In addition, the features and functions available to a salesperson can be significant.
The key is to give the salesperson a system with the features and functions and
clean simplicity needed for the salesperson to do the job as he or she sees fit.

Customer Service Managers

A customer service manager strives to help her team meet a certain level of measur-
able statistics: total number of completed calls, number of cases successfully closed,
customer success stories, and more. In addition, a customer service manager must
quickly respond to any cases that escalate from any level within the team. The
manager must receive alerts so that she can quickly resolve problems and have visi-
bility into the tone and traffic coming across the wires. A customer service manager
can use Microsoft Dynamics CRM 2011 to generate these much-loved statistics.
Integration of Microsoft Dynamics CRM into social media applications, such as
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Twitter, enables management to measure and track unregistered complaints and the
organization of all activities associated with a tracked case.

Customer Service Representatives

Customer service representatives are often on the phone all day. They need to quick-
ly capture the notes from a call, often while they are talking, so that they can tran-
sition to the next call. Customer service representatives often make promises during
these calls, and they must follow up and remember these promises. Microsoft
Dynamics CRM can easily remember promises and individual or team obligations.
It can also automatically meet promises by having a workflow that kicks off on the
closing of a case or an activity.

Marketing Managers

Marketing managers often have a specific budget or a set number of marketing dol-
lars. They are also often focused on the ROI associated with the use of these market-
ing dollars. They do not have many tools available to them that can capture this
black-and-white data in a world of a lot of gray, but Microsoft Dynamics CRM’s
marketing campaign feature not only captures RO], it also helps organize all the
planning tasks and campaign activities associated with the use of that investment.
Marketing managers can also expand their use of Microsoft Dynamics CRM 2011 by
working with one of the many independent software vendors that offer advanced
marketing software for Microsoft Dynamics CRM 2011.

Marketing Professionals

Marketing professionals are often interested in slicing and dicing a wide variety of
information. They need a tool that can encourage company staff members to collect
as much data as possible on prospects, contacts, clients, opportunities, and cam-
paigns as they happen. The marketing professional is interested in mailing to sub-
sets of prospects and needs to have the details to create marketing lists of these sub-
sets. Microsoft Dynamics CRM supports an almost unlimited number of details and
the creation of marketing lists. A marketing professional might want to send out a
mailing to all clients who have purchased a certain product in the past year or
might want to set up a telemarketing campaign for all prospects with a certain
Standard Industry Code (SIC).

As you work through the next 23 hours, keep in mind that the needs of marketing
can be considered a whole new world of technology that complements the needs of
sales professionals.
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Business Applications, Functions, and
Fundamentals

Fundamental changes need to take place in a company for CRM to be successful,
and some companies have an advantage. They have made many of these changes.
They have management that understands how technology and process impact each
other, and they have synergy between business and technology expertise. They also
have people who balance out the total formula. Most likely, they also have had at
least one failed CRM attempt and are perhaps looking for more success, or maybe
they are pushing the innovation envelope and understand some of the new para-
digm shifts in communication. The companies without such advantages can also
find success.

The world of CRM taps into the world of data flow within a company. A call comes
in, and then what happens? A problem occurs. How does the company respond?
What roles are affected? Who is responsible? What is happening with a prospect?
What about a client? Who understands what is happening? Is this information
stored so that others can have insight into the situation if that person is not avail-
able? What about the data on the available skills and knowledge that can be used
to solve a problem or meet a request or accomplish a goal? Now think about con-
tacts. How is a contact related to a specific company? How is that same contact
related to other people? Does that contact have other relationships that would be
beneficial to know about? What about a building? How is a building related to
another building? Or how is a building related to a management company?

When we consider process as it relates to Microsoft Dynamics CRM, we are looking
at the processes surrounding the flow of data within a company, the handling of
that data, and the desired results of handling the data effectively to produce a
desired end result.

A Closer Look at Business Processes

A business process is a series of activities or tasks that lead to a specific completed
service or defined product. These activities can also be bundled into a specific step
within the process, with the process being made up of a series of steps or stages.

A business process can be thought of as something that serves a particular goal for
a particular prospect, customer, or customers. The automation of processes keeps
promises and tasks from falling between the cracks and helps to organize and sys-
temize particular business best practices. The automation of processes also supports
the effort of a corporation to standardize processes within certain groups of users.
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One of the first excitements when initially purchasing Microsoft Dynamics CRM is
the power of using the software to automate processes. The risk with this approach is
that, if there is no understanding of items that are automatically created, then the
world gets very noisy. E-mails get automatically created, and activities get automati-
cally generated, and a to-do list gets overwhelmed or an inbox gets full without com-
prehension of where these items are coming from. Ultimately, the goal is to make
any given process more efficient and less complex. Automating can create more
complexity, more noise, and more data in more places. When you automate based
on a practiced and well-loved process, you gain more success. Needless to say, manu-
ally mastering a process at a variety of levels before automating is recommended.

When it comes to the concept of learning more about business process, there are
many resources available. You can find books, articles, and magazines on business
process by industry, by type of work, and by role (such as management processes,
operational processes, and supporting processes). You can even find some good fic-
tion, such as the 1948 book Cheaper by the Dozen by Frank Gilbreth, Jr., and
Ernestine Gilbreth Carey.

Process Reminder

One thing to keep in mind is that, if you can capture the processes that are in
practice today, you can complement them, replace them, and fine-tune them as
you roll out Microsoft Dynamics CRM.

One of the first tasks to do when learning to master Microsoft Dynamics CRM is to
understand and learn your own processes and how these processes can either fit or
change within your company as you adopt or increase your usage of Microsoft
Dynamics CRM. It is extremely difficult to use a software package that supports a
process without clarity and understanding of the process to begin with.

Capturing a process does not have to be difficult. In fact, it can be quite fun. Grab a
white board or notepad and a set of appropriate markers. For those technically
inclined (yes, you, Mr. Developer and Mrs. Infrastructure Specialist), open Microsoft
Visio. You need to diagram both the high-level process and the lower-level details. You
can even go so far as to think of some of the lower-level details as related subprocesses.

Now, you should put on the hat of a particular role—such as salesperson, adminis-
trator, financial officer, marketing expert, business engineer, software developer, or
network administrator—and start drawing. Feel free to whip up a set of paper hats
and make this a fun team exercise. If you are struggling with picking a role or
thinking of all the roles that might be considered, check out this great Microsoft web
page: www.microsoft.com/en-us/dynamics/about.aspx.
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With a specific role hat on, what do you do in a given week? What about on a given
day? What systems do you currently use? What decisions do you have to make? I
know you know the details, but write them down and capture each decision and
every step, using pictures. Pictures communicate a thousand words, so you might as
well make it easy on yourself.

Remember that paper you had to write in seventh grade? The one where the teacher
told you to document how you do something and then made someone else do it by
only using the instructions on the paper? It was difficult to explain how to drink a
glass of water, particularly when you forgot to include how to turn on the faucet, or
perhaps you chose how to open your desk and forgot to include that the person had
to first walk over to the desk to reach it. Documenting processes at work are not nec-
essarily this difficult, but doing this exercise can be just as eye opening.

Pretend you are talking to someone who is going to fill in for you, or even to your
12-year-old son or perhaps your 20-year-old daughter who is considering careers.
You can even think about telling your spouse, your mother, or a patient sibling. The
concept is to really document the big picture and the specific details within that big
picture.

Figures 1.3 and 1.4 show a few sample business processes diagrammed using differ-
ent formats. Figure 1.3 uses flowchart boxes and outlines the handling of a list of
leads received from a trade show.

Figure 1.4 uses a different format and shows a general process of a vendor bill arriv-
ing through the mail and being received by the receptionist at a specific company.

Figure 1.5 is more of a general, big-picture diagram of a process that shows a mar-
keting department starting a process that flows through sales to order to delivery. It
includes a small process surrounding manufacturing feeding inventory.

Another way to capture a process is by using a swim lane document. A swim lane is
a horizontal or vertical format of a process flow diagram that offers a way of show-
ing what or who is associated with a particular subprocess. Swim lane diagrams
allow you to capture the big picture, and they also offer a smooth transition to cap-
turing the related subprocesses.

As much as capturing processed is critical, it is also critical to realize that in office
environments, processes changes. In today’s world, many processes are continually
being tweaked. Unlike in manufacturing, where certain items are built and the steps
to build them rarely change, in the world of data, adaptability and riding the waves
of change are keys to success.
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FIGURE 1.3
Handling the
leads process.
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One of the benefits of Microsoft Dynamics CRM is that adding automated processes
does not require a programmer or advanced programming skills. The ability to
automate processes is achieved with the workflow functionality, which is part of the
Microsoft Dynamics CRM application. Mastering the workflow feature allows a com-
pany to continually automate and change processes built into the technology as its

world changes.
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Capturing Processes

Microsoft Dynamics CRM helps automate processes in a few different ways. The first is
that Microsoft Dynamics CRM captures, stores, and organizes data. The second is that,
through the use of automation of workflow, Microsoft Dynamics CRM automates
processes that would otherwise be done manually. In fact, beginners to workflow
automation can take something as simple as a small business rule and apply it to
something that happens in Microsoft Dynamics CRM.

Microsoft Dynamics CRM can generate an e-mail message when a new opportunity
is closed with a status of win. This e-mail can also include a link that enables the
sales manager to quickly click and see all the details of this win, or the e-mail can
be set up to include the details of interest. The power of Microsoft Windows Workflow
Foundation is part of Microsoft Dynamics CRM. Workflow can be scary and compli-
cated—people even have advanced degrees in the concept—or it can be extremely
simple. I encourage you to set up a few simple workflows as you are learning about
them in Hour 16, “Workflows: Creating Simple Workflows,” and then use them for a
week or so to get familiar with how your processes and your entire team'’s processes
are impacted.

Other examples of automating processes based on data entered into the system
could include the following:

1. When a new opportunity is created, automatically generate all the activi-
ties associated with the first step of the sales process (if the first step is
defined as a set of activities that need to be completed).

2. Further extend this to include the second, third, fourth, and final steps so
when all the activities associated with the first step in the sales process are
completed, Microsoft Dynamics CRM automatically updates the probability
percentage of close on the opportunity and creates the second set of activi-
ties that need to be completed. This can continue until you close the deal.

You can also apply automation to services:

1. When a user creates a new service case in the system and that service case
is of type “Fix Broken X,” automatically create a set of activities that result
in fixing the broken X and close the case.

2. When a user creates a new service case, automatically send an e-mail mes-
sage to the client, indicating that a service technician is working on the
case. For example, a common manual process, the assignment of leads,
can be automated.
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3. When a new lead is entered in the system, check the zip code, associate the
territory, and assign the lead to the sales manager for that territory.

We know that workflow can take business rules and apply or automate
processes based on those rules, but what about other process impacts from
a CRM system? Let’s look at some practical considerations.

Practical Considerations

Given that Microsoft Dynamics CRM captures, organizes, and manages data, a key
consideration is to configure Microsoft Dynamics CRM so that it makes it extremely
easy for users to enter data. You have the power to add new fields to Microsoft
Dynamics CRM. You also have the power to remove data fields from the forms in
Microsoft Dynamics CRM. And you have the power to organize how data fields are
displayed within a structured offering in Microsoft Dynamics CRM.

Much can be learned from a popular search engine in use today. It offers you one
box for data entry. The screen is not cluttered with distracting information that is
perhaps not of interest. In addition, no training is needed to use this search engine,
until you get into more advanced concepts. This key concept is of particular impor-
tance when people are starting to use Microsoft Dynamics CRM. The “keep it sim-
ple” concept is well married to mastery, usability, and adoptability.

Remember that Microsoft Dynamics CRM is a robust system but even in the first few
hours of using it, much can make sense. Start slow, dive into a subset of your busi-
ness processes, apply these to Microsoft Dynamics CRM, and then grow with the
software or let the software grow on you. Your understanding of Microsoft Dynamics
CRM will continue to increase, and this understanding will open doors for you. You
might find that a process you captured and defined in the early weeks of use does
not even apply anymore because of how you use Microsoft Dynamics CRM.

Another helpful habit is to visit the Microsoft Dynamics CRM Resource Center (http:/
/rc.crm.dynamics.com/rc/regcont/en_us/onlinedefault.aspx) and read how others
use the system or peek into a few of the Microsoft Dynamics CRM blogs or podcasts.
You might find a helpful tip, a snippet of code, or a learning technique. Listed on
my blog, The CRM Lady (www.crmlady.com), is a link list of many other Microsoft
Dynamics CRM blogs that you might find interesting. (If you find a blog that is not
listed, let me know.) Here are a few links that might be of interest:

» The Microsoft Dynamics CRM Team Blog: http://blogs.msdn.com/crm/
» The Microsoft Dynamics CRM Video Gallery: www.democrmonline.com

» The Microsoft Dynamics CRM Developer Center: http://msdn.microsoft.
com/en-us/dynamics/crm/bb501031.aspx
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Summary: Key Points to Remember

>

The need for good CRM is not new, and CRM software is not a new
technology.

Microsoft Dynamics CRM is the heart and soul of many companies, and it
is impacted by design decisions, business process decisions, country philoso-
phy, corporate culture, style, and individual impact and adoption.

Microsoft Dynamics CRM is extremely flexible and requires management
decisions about configuration and use. Flexibility offers choice, and choice
can increase complexity.

There is a CRM industry packed with a wealth of magazines, white papers,
and CRM successes above and beyond a specific CRM technology.

If automation speeds up processes, what happens when the processes are
incorrect? When thinking about CRM technology, remember to think about
processes, even if changing processes is not required.

Microsoft Dynamics CRM is built using standard Microsoft technologies,
such as the Microsoft .NET Framework, Windows Workflow Foundation,
and Microsoft SQL Server.

The Microsoft Dynamics CRM Software Development Kit Software
Developer Kit (SDK) is available for download and is regularly updated.
You can find the SDK here: http://msdn.microsoft.com/en-us/library/
bb928212.aspx.

The Microsoft Dynamics CRM Help files are regularly updated and are
available for download and customization.
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Q&A

Q.

How can | increase internal acceptance of our new Microsoft Dynamics CRM
project?

Management involvement and oversight is an important factor for company
adoption of any CRM initiative.

What do you mean when you indicate that Microsoft Dynamics CRM can
capture corporate assets?

In today’s information age, details on client and prospect interactions can be a
valuable corporate asset, particularly when staff turnover is an issue and data
is held within the head of a salesperson as opposed to a corporate system.

What benefit is there in reading some of the CRM industry magazines? |
have my solution. What more do | need to know?

CRM industry magazines have some great articles on topics such as getting
management buy-in, improving business process with the help of technology,
and listing ways to improve efficiency. These subjects are not technology spe-
cific, but they can be huge differentiators.

Our process is constantly changing. How can Microsoft Dynamics CRM keep
up with all these changes?

Microsoft Dynamics CRM offers users the power of workflow, which is a feature
that CRM administrators can use to define, modify, and automate their own
processes. A system administrator can also add or modify attributes/fields asso-
ciated with specific entities, and a CRM architect can make changes to fine-
tune the system as a company uses it. Additionally Microsoft frequently
releases upgrades and regular maintenance updates.

What are some other places to find information on Microsoft Dynamics
CRM?

The Microsoft Dynamics CRM Team has a great blog at http://blogs.msdn.com/
crm/, which includes links to many other resources.
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We are putting together a team to document some of our company
processes. Who would be the best members to include on the team?

Good members for the team include management and staff members who
have a long historical perspective of the existing business processes as well as
someone who has fresh eyes and is learning about the business processes from
a brand-new perspective. You might also want to include a mix of information
technology, finance, management, and staff representatives.

Q. What is an example of a process that may be good to automate?

You might want to automate an alert when an opportunity is created that is
outside the bounds of normal for the company or a reminder to follow up
when a case is closed on an A-level client or a set of tasks that are created in
association with completing a part of a sales process.

Quiz

1.

What are two benefits to an individual staff member if a company rolls out
Microsoft Dynamics CRM successfully?

What are the three components of a successful CRM project?

. Why might a CxO (CEO, CFO, CIO, and so on) be interested in Microsoft

Dynamics CRM?
Why is documenting processes so important to CRM adoption?
Why might salespeople be resistant to CRM software?

What process change occurs when Microsoft Dynamics CRM is installed
and adopted?

What is an example of a process that can be automated?

Name four different roles, such as a salesperson, that could be users of
Microsoft Dynamics CRM.

. What is Microsoft Dynamics capable of doing when a piece of data is saved

in the system?
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Answers

1.

Everything that is done today in Microsoft Outlook can be communicated to
without having to retype anything into Excel, Word, or a summary e-mail.

The three components of a successful CRM project include people, processes,
and technology.

. A CxO interested in CRM is interested in the organization of data, efficiency,

and a common environment that the entire organization is working within.

Microsoft Dynamics CRM offers so much choice that it is important to under-
stand the processes you want to support with the Microsoft Dynamics CRM
toolset.

Salespeople are often on the move, and capturing information within a techni-
cal tool does not lend itself to face-to-face conversations and travel time.
Dynamics CRM overcomes some of this by being available in multiple formats
including mobile and offline when Internet access is not available.

. Many process changes can occur, but it is up to a Microsoft Dynamics CRM

customer to decide what he or she wants to change through automation.

. A process that can be automated is a sales process or the process of fixing a

broken product.

A set of roles of users within the world of a CRM solution include a salesperson,
administrator, financial officer, marketing expert, business engineer, software
developer, or network administrator.

. Microsoft Dynamics CRM’s workflow functionality can automatically create an

e-mail message or activity when a piece of data is saved.

Exercise

Using a flowchart or diagrams, document one of the business processes that is part of
your working world. You can do this using Microsoft Office Visio, or you can leverage

the power of paper and pen. If you have not done flowchart diagramming before,

approach this exercise from the concept of pictures. Figures 1.6 and 1.7 provide

examples.
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FIGURE 1.6

A documented
business
process flow-
chart.

FIGURE 1.7

A documented
business
process with
pictures.

—>

Customer Calls
to Place Order

Is Microsoft Dynamics CRM?

Reception Customer, Service
Takes Order
Processes Order

Shipping
Accounting Inventory
Processes Payment Adjusted

Updates General Ledger

www.it-ebooks.info

—>

Customer
Receives
Package

)

Customer Service

Follow-Up



http://www.it-ebooks.info/

HOUR 2

The Basic Vocabulary of
CRM Functionality

What You’ll Learn in This Hour:

» Key building blocks

» Core entities

> Other selected entities

» Other important components
» Other components

In this hour, we explore the building blocks of Microsoft Dynamics CRM. The core
entities, or building blocks, make up the Microsoft Dynamics CRM system. The
building blocks include items such as an Account, Contact, Connections, and
Opportunity entities. In addition, some building blocks—such as Case, Contract,
Order, and Invoice entitites—might not be used by every company. This lesson pro-
vides insights into each of the building blocks.

Architectural Note Jdl%tcb’_
ut!

Be very careful not to design your system before you understand what has been
built and what features are designed into the existing architecture. As extendable
as Dynamics CRM is, it also comes with a ton of power already existing. Maximiz-
ing this power as opposed to fighting against it is highly recommended.

Key Building Blocks

If we compare Microsoft Dynamics CRM to a brick house, the entities within Microsoft
Dynamics CRM are the bricks, or building blocks. Each block can stand on its own
and represents a specific thing (in this example, a brick). When put together, these
bricks enable us to create a completely different structure—a tree, a house, tower,
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fireplace, or school. Microsoft Dynamics CRM is also built of “bricks,” or “building
blocks,” and you can use a variety of these different blocks to create different struc-
tures. Microsoft Dynamics CRM is both a prebuilt and designed customer relationship
management (CRM) application and an extendable xRM platform that can be
designed and shaped into different applications. Let’s look at a number of these spe-
cific building blocks, as outlined in Figure 2.1, starting with the Account entity.
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Core Entities

Core entities include all the tables within the Microsoft Dynamics CRM system that is
shipped. These include items such as Account, Contact, and Connections. Each is dis-
cussed in the following sections.

The Account Entity

At first glance, an Account entity is a company or organization, but the automatic
assumptions about an Account entity are not always correct. So, we will specifically
look at the use of Account within the world of Microsoft Dynamics CRM. A first
assumption is that an Account entity is an organization, a corporation, or a client.
Although this may be correct, an Account entity is also much more. For instance, an
Account entity can represent a vendor, a prospect, a contracting company, a loca-
tion, a division headquarters, a legal firm that represents a client, a shared bank,
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one of the various locations of the bank, and more. In the world of Microsoft
Dynamics CRM, Account is a key building block that has relationships to other core
entities throughout the system, such as Contact, Case, and Opportunity.

The Account entity can also be defined to mean something unique for your business
niche. Take, for instance, a company that manages the assets for one specific compa-
ny. It does not need to track its only client, but it does need to track all the compa-
ny’s assets and the relationships of these assets to other assets. This company might
decide to make the Account entity represent an asset. The company can easily
change the name Account to Asset and configure the workflow and associated enti-
ties to match this unique business need. This change does not require the expensive
skills of a programmer as you might want to assume. It is a configuration feature.

Your company might want to rename the Account entity to Corporation or Client.
However, if you do this, you create a conflict with a need to have Account entity
types such as Prospect, Vendor, or Supplier. You might also want to track a client’s
bank or the common accounting firms (Firm). Account is a wonderfully generic term
that covers a variety of Account entities.

The Contact Entity

A Contact entity is slightly easier to explain than an Account entity. In most exam-
ples, a Contact entity represents a specific person and all the associated information
that relates to that specific person. (Using the previous example, the Contact entity
might be a specific person who is related to or manages an asset.) A Contact entity
may also be represented as a specific individual thing (for instance, a specific plant
that relates to a specific account location or family of plants).

Although Microsoft Dynamics CRM is a powerful CRM system, it is also a system
that you can configure to track any kind of relationship. The Contact entities have a
relationship to the Account entities out of the box and throughout the system. You
can have an unlimited number of contacts associated with a given account, and for
each Contact entity you can track a number of details. In most cases, you will see
that contacts can be any number of different employees in a specific company. Later
in this book, we examine what makes up a contact.

Connections

A Connection entity represents the connection between two other entities. Take for
instance the connection between two different accounts, a customer and its supplier.
Each of these are Account entities, but they have many fields that relate to their con-
nection that can be tracked. For instance, the role one account plays (supplier) to the
other (customer).
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The Lead Entity

In the world of sales, a lead is an unqualified prospect who has the potential, with
some qualification effort, to become a new client. The lead entity is flatter than an
account with many contacts. A lead generally represents one contact that in the
future might be expanded into a hierarchical tree of account, connections, and con-
tacts. With Microsoft Dynamics CRM, a Lead entity can be a number of different
things. If your company purchases a list of names of individuals that might be inter-
ested in your products, those names are considered unqualified contacts or leads in
Microsoft Dynamics CRM. Once a lead is qualified by a salesperson screening them
through a series of questions to determine interest, it can be converted to the hierar-
chical structure of account, contact, and/or opportunity, offering the ability to add
more contacts and related building blocks (such as contract, quote, order, and case).
In addition, all the history that has been done to qualify the lead is stored with the
lead and related to the new account, contact, and/or opportunity.

Suppose you attend a trade show and obtain a list of all the attendees and you want
to follow up with the attendees to see whether any might make future clients. In this
case, a lead is a person you might (or might not) have met at the show. A lead is
unqualified with regard to whether he or she truly is a potential new client for your
company, but is categorized separately from existing clients. One of the most com-
mon misconceptions (and therefore frustrations) that can occur is when a company
uses a lead as a qualified prospect.

The company may enter large amounts of data, notes, and activities about its leads,
but when a lead is ready to have an associated opportunity, or more contacts, the
system is not ready to serve that up until the lead is converted. You convert the lead,
but all the captured history and activities do not get copied to the Account and
Contact entity records. For instance, how would the system copy activities? Would
they be copied to the account or the contact or both? If they were copied to both,
wouldn’t the redundancy be just as confusing? Microsoft Dynamics CRM retains the
relationship between a lead and a new contact, but it only moves a certain amount
of information to the new qualified account and contact. Once the lead is qualified,
you can still access the original Lead record.

Again, a Lead entity is designed to capture a large list of unqualified Contact enti-
ties, and the brief history associated with the qualification process is filed with the
Lead entity when it is converted and associated to its new Account, Contact, and
Opportunity entities.

The Opportunity Entity

An Opportunity entity is sometimes a new concept for people learning about
Microsoft Dynamics CRM. The first thing to remember is that an Opportunity entity
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is not a person or a company. An Opportunity entity is a potential sale and the
process related to that sale; it relates to an Account entity, and it often contains the
estimated dollar value, the estimated close date, the sales stage, and the probability
percentage of closing. An Opportunity entity is used for forecasting and sales funnel
analysis. Yes, an Opportunity entity is associated with an Account entity, but it is not
defined as an account. For some companies, this works extremely well because they
have many opportunities for any given account. For others, however, the concept is
a bit more difficult because they only ever focus on one sale per account. Consider
this: If you make a sale to a prospective account and that prospective account then
becomes a client, you potentially have a new opportunity to resell, upsell, or even
renew that relationship through a new opportunity.

Other Selected Entities

In addition to core entities there are other related entities which are further discussed
in the sections below. These other entities are just as important, but are not necessar-
ily considered part of the foundation of the system. Lastly there are smaller support-
ing entities that are not discussed in this chapter.

One Core Thought When Mastering the Ability to Think “Dynamics CRM”
Everything is an entity.

The Activity Entity

An Activity entity is something that you are most likely familiar with. Although
each Activity entity is really a set of different types of entities in Microsoft Dynamics
CRM, including e-mail, fax, task, phone call, letter, and appointment, each type has
unique qualities and can stand on its own. An Activity entity has eight different pre-
defined types in Microsoft Dynamics CRM: phone call, task, e-mail, letter, service
activity, appointment, reoccurring appointment, campaign activity, and campaign
response. In Microsoft Dynamics CRM, you can also add other Activity types to the
core list just outlined.

We will discuss activities as single entities as they work and act like one entity with-

in the system, and from a usage perspective they are generally considered an “activ-
ity.” For those more technically oriented, each activity type is actually its own entity,
and the Activity entity is an activity pointer.

One of the key functionalities of an Activity entity is that it can be scheduled and

pending; another way to think about an Activity entity is that it can be completed.
Activities also have a special relationship to Microsoft Outlook, the e-mail applica-
tion included within the Microsoft Office suite. For instance, a Microsoft Dynamics
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CRM Activity entity with an activity type of task can optionally (based on user con-
figuration) synchronize in real time with a Microsoft Outlook task. If you complete,
check off, or close a task in Outlook, this task will also be shown as a completed
Activity entity in Microsoft Dynamics CRM. If you take it one thought further, imag-
ine someone who completes a task on his mobile device, which then flows through
Microsoft Outlook, which synchronizes with the corporate Microsoft Dynamics CRM
databases. This behind-the-scenes technique eliminates the need for anyone to send
e-mail, asking whether a certain task has been completed.

The Case Entity

A Case entity is also referred to as a service ticket in some businesses, and when
using Microsoft Dynamics CRM, it can be renamed. In most examples, a Case entity
is affiliated with a customer service department that has incoming reported issues
that need tracking, activities, notes, and resolutions. A Case entity can have an
unlimited number of associated activities and can be related to a specific Account or
Contact entity and an annual or monthly service contract. A Case entity can also
accumulate a total number of hours or minutes invested in working the case, and
this accumulation can offset a standard number of purchased hours defined in a
service contract. A Case entity also has a Case Resolution entity associated with it
when the case is closed through the Dynamics CRM Close Case function.

The Contract Entity

The Contract entity in Microsoft Dynamics CRM can be configured to track many
different details. A Contract entity is associated with an Account entity and is an
optional feature. The Contract entity functionality was designed in association with
a Case entity. The concept is that an account might have purchased a certain num-
ber of service hours or service tickets, and the Contract entity captures the details of
this agreement. The Contract entity also has an ongoing relationship with the total
number of cases used or hours of service provided. A Contract entity not only cap-
tures the specific details of a contract but also the relationship of that contract to the
services provided and tracked.

The Service Schedule Entity

Microsoft Dynamics CRM is not just about sales; it is also about serving existing
clients. The software provides the ability to manage a complex service department,
which includes functionality to support service scheduling. A service schedule specif-
ically tracks who, what, when, and where a service will occur, with additional func-
tionality related to managing service conflicts. This is different from a standard
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appointment activity, which is used for simple scheduling and therefore doesn’t
include tracking available sites and service personnel.

The Queue Entity

A queue is a data structure that organizes specific data in a “waiting to be
processed” method. A queue does not contain its own building blocks; it contains
other Dynamics CRM building blocks, such as cases or activities. Examples of a
queue in Dynamics CRM include a configured queue to capture service cases and a
queue to manage incoming activity requests that need to be processed by a specific
department. Microsoft Dynamics CRM enables users to create different queues with
associated tasks or business process. A queue is similar to a line of people waiting to
be serviced, but the line is made up of something other than people (see Figure 2.2).
A queue can also be managed by selecting items from the middle of the line so the
older first in, first out methodology no longer applies.

- 4bs

The Campaign Entity

A Campaign entity in Microsoft Dynamics CRM is a marketing feature that has
many parts and comes in two versions. The first version, called a quick campaign, is
designed for use by a salesperson. A quick campaign has an associated marketing
list or subset of specific contacts. It is also usually used once to announce a month-
end special or to send out one quick e-mail blast of information. A full campaign,
the second version of a campaign, is more detailed, and it includes the ability to
budget for a specific event, to compose or plan a long list of activities associated
with a marketing event, and to capture results and costs when the marketing event
is completed. Many CRM systems do not have campaign tracking and, therefore,
you will find that the concept of tracking all the details of a campaign is new to
most users. The full campaign is designed to be used by the marketing department
as a tool to empower the department to organize and track the efforts surrounding a
specific marketing event. A full Campaign entity includes campaign activities and
campaign results as associated items.
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The User Entity

A user is a staff person for a Microsoft Dynamics CRM organization who is assigned
a CRM license and who is using Microsoft Dynamics CRM to capture specific infor-
mation. A user has relationships to the Account entity (for example, she can be the
owner of the account) and to specific activities and service-scheduling items.
Microsoft Dynamics CRM leverages the user in much of its automatic system func-
tionality. It is also assigned a Microsoft Dynamics CRM security role for other CRM
functionality-specific security. For instance, a user may be assigned to the salesper-
son role, and the salesperson role may be limited to sales functionality only, pre-
venting the user from creating service tickets or marketing campaigns.

Other Important Components

There are other critical components in Dynamics CRM. These include types of data
such as an account that is marked as a prospect versus an account that is marked
as a client.

What Is a Prospect?

A prospect is a potential client or customer who has usually been qualified through
at least one conversation or a salesperson’s researched effort. A Prospect entity is a
type of Account entity and is generally created when a lead has been converted to
an Account entity, a Contact entity, or optionally an Opportunity entity. One of the
key concepts to grasp is that a Lead entity and a Prospect entity are different in
terms of how the system thinks about them. They both represent a company and,
most likely, a primary contact, but a Lead entity is often a name that might or
might not be real, and a Prospect entity is a name with an associated company, a
salesperson’s understanding, other key data, and even an expressed specific interest
in the salesperson’s products or services behind it. In linear terms, you start with a
Lead entity, you qualify the Lead, and then once qualified you convert and create a
Prospect entity, and you sell the Prospect entity product or services (and thus creat-
ing a Customer entity).

The goal of every salesperson is to close deals by first qualifying leads to the point
that they become a sales prospect. Of the numerous configurations of Microsoft
Dynamics CRM that are deployed, you will find that not every sales process uses the
concepts of Lead entities and Prospect entities in this manner; however, it helps to
understand the concepts behind the design of the system. It has been noted that, at
any given company, you might not want to have all your Lead entities configured
as robust Prospect entities in the system. The Microsoft Dynamics CRM Lead and
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Prospect entities allows for a pool of many leads that does not interfere with or
muddy the waters for the core data in the system. This gives a company elbow room
for importing large lists of Lead entities without showing numerous unqualified
leads on sales funnel and prospect reports. Figure 2.3 shows how a lead might flow
from Lead entity to Prospect entity to Customer entity.

Prospects

Adding Addresses

The Account entity in Microsoft Dynamics CRM has two addresses directly associat-
ed with it. However, Microsoft Dynamics CRM offers you the option of adding even
more addresses. If you have ever ordered something online, you understand why
customers might want an unlimited number of addresses that they can provide and
associate with any given Account entity. For instance, you might want to have more
than one shipping address, or you might find that a specific contact resides in two
locations. Each Account entity within a system and each Contact in the system can
have an unlimited number of associated addresses. Each has a primary address, but
they each can also have more addresses.

What Are Connections and Relationships?

Relationships exist in many forms within Microsoft Dynamics CRM. One of them is
the Relationship entity, which includes associated relationship roles. Relationship
roles can be defined by the user through system configuration and might consist of
items such as association member and association, banker and customer, or other
relationships that differ from how a standard Contact entity as it relates to an
account that contact might work for. Relationships can be tracked between two con-
tacts in several ways: between Contact and Contact, between Account and Contact,
or between Contact and Account. In addition, relationships can be represented
between an Opportunity entity and a Contact entity and between an Opportunity
entity and an Account entity. Figure 2.4 shows a list of relationships. When you set
up a relationship, you choose the Account, Contact, or Opportunity entity and its
role as it relates to a different Account, Contact, or Opportunity entity.
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Other Components

Most of the items that we have just reviewed are classified as entities within the
world of Dynamics CRM. Entities are the building blocks of Microsoft Dynamics
CRM, and, from a structural design perspective, an entity is a set of Microsoft SQL
database tables. Each entity has forms, views, charts, field, messages, and relation-
ships. For instance, entities can have relationships to other entities from many dif-
ferent perspectives. An entity can have a parental relationship with another where
there is a key connection between the two entities. Or entities can have other types
of relationships, such as referential (they refer to each other). Or for any given enti-
ty, there may be many other related entities, such as the relationship between
Account and Contact entities. For any given Account entity, you can have many
Contact entities. The relationship can also go the other way. For instance, for any
given Opportunity entity, you can only have one Account entity, but your choice of
which Account entity is unlimited. If you consider all the different ways that entities
can relate to other entities, you start to see the full picture of Microsoft Dynamics
CRM being a foundation of any relationship management need. In this way,
Microsoft Dynamics CRM is not only a CRM software application and a sales force
automation application, it is also an “any relationship” (xRM) development plat-
form, which is a term you will see and hear much more as you delve deeper into
Microsoft Dynamics CRM.

Some of the other components in the world of Microsoft Dynamics CRM include
Option Set, Client Extension, Web Resource, Process, Plugin Assembly, SDK Message
Processing, Service Endpoint, Dashboard, Report, Connection Role, Article Template,
Contract Template, E-mail Template, Mail Merge Template, Security Role, and Field
Security Profile.
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Summary

We explored the building blocks of Microsoft Dynamics CRM, but this is only the tip
of the iceberg when it comes to understanding the complete set of building blocks
available to you. Dive deep into getting your mind around a building block having
key features and functionalities and each building block having a set of relationships
to other entities within the Microsoft Dynamics CRM platform.

Workshop

A small alternative medicine clinic is using Microsoft Dynamics CRM to organize
and run its practice. The clinic uses the CRM scheduling features to keep track of its
patient appointments. Each staff member is set up as a CRM user, and each one can
access Microsoft Dynamics CRM from his or her main office machine or from any
other available machine in the clinic upon individual login. The clinic also schedules
appointment follow-up telephone calls, and it leverages the mailing features of
Dynamics CRM to send out regular appointment postcard reminders.

The clinic also uses a sophisticated medical billing line-of-business application. This
application handles the insurance company management and billing compliance.
The clinic has integrated Microsoft Dynamics CRM with its medical insurance billing
software so that data can be shared.

During the winter, the clinic gets a high number of incoming telephone calls that
require a return call from a doctor or specialist. One feature important to the clinic
was the ability to manage the priority of the necessary follow-up calls using queues.
The clinic uses Microsoft Dynamics CRM to schedule appointments, send out mail-
ings, track the contact details of their patients, and manage the many relationships
that it has with the pharmaceutical representatives.

Q&A

Q. What if I do not want to use one of the entities described here? Can | ignore
it in Microsoft Dynamics CRM?

A. You can ignore an entity and not use it. You can also delete an entity, although
that is not recommended because you might want to use it later.

Q. I rely on the Tasks feature in Microsoft Outlook. How do these tasks associ-
ate with activities in Microsoft Dynamics CRM?
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A. An Outlook task synchronizes to a Microsoft Dynamics CRM activity of type
Task. You can manage your activities/tasks from either Outlook tasks or
Microsoft Dynamics CRM activities.

Q. What are the disadvantages of renaming Account to Customer and using
leads for all prospects?

A. Although the system supports your ability to do this, you will significantly

limit your ability to associate other powerful built-in functions to your Prospect
entities, including Opportunity, Quote, Order, Invoice, Relationship, and other

entities. In addition, you might want to use Account to track vendors, suppli-
ers, and other companies.

Quiz
1. The building blocks of Microsoft Dynamics CRM are referred to as entities.
Name some of these entities.
2. What is the Opportunity entity?

3. Do entities have relationships? If so, what are some of these relationships?

4. How does the term entity relate to the Microsoft SQL Server database foun-
dation on which Microsoft Dynamics CRM is built?

Answers

1. The building blocks of Microsoft Dynamics CRM include Account, Contact,
Activity, Opportunity.

2. The Opportunity entity is an entity that tracks the details of a potential sale,

including estimated premium, estimated close date, and probability of closing.

3. Yes, entities have relationships. The relationship between Account and Contact

is a good example.

4. An entity represents a Microsoft SQL Server table.
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Exercise

Using paper or Microsoft Word, create a list of the entities that you consider to be the
core building blocks for your firm. For this exercise, do not worry about the Microsoft
Dynamic CRM names of the entities. Instead, focus on the specific entities as you
define them. How do these entities map to the entities listed in this lesson? How
would you define the Account entity? What are the advantages and disadvantages of
this design? Will this design cause issues for your firm in two or three years? What
would be some of those issues?

Using paper or Microsoft Visio or any of the family tree applications, create an
example of how you would organize some of the entities within your firm and how
they relate to other entities. Figure 2.5 shows an example of how to do this.

[ | | | |
Opportunity Contac
——  —

|
Quote Activities Case Service L Activities

Contact Notes Activities

L Service
Products Activities

Service
Schedule

Case
Resolution
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HOUR 3

Microsoft Dynamics CRM
2011: What’s New

What You’ll Learn in This Hour:

The new user interface, dashboards, and charts

Entity architecture areas of change

Small yet important enhancements to Dynamics CRM 2011
Processes: workflow and dialogs

vV v.v vY

Special new features for the Microsoft CRM developer

In this hour, we will explore some of what is new in Microsoft Dynamics CRM 2011,
including the changes to support business process and the capturing and matching
of business processes to the technology application. Understanding which features
were released with which upgrade and what is new in Dynamics CRM 2011 vs.
Dynamics CRM v4 allows a CRM administrator and partners to better determine
which features they want to push to their maximum potential and which features
might need a bit more watching and maturing. Microsoft Dynamics CRM 2011 has
more than 500 new features, and we cover as many of them as possible throughout
this book.

The New User Interface, Dashboards,
and Charts

If you are familiar with Microsoft Dynamics CRM 4.0, the first thing you will notice
when you access Microsoft Dynamics CRM 2011 is that the user interface (UI) has
changed. The grumblings from the field about tabs and too many clicks created
change from the extremely responsive development team. The appearance of the Ul
has flattened. In addition, user-definable charts and dashboards have been added.
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FIGURE 3.1

The Get
Started with
Accounts pane.

DI —
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Now although it has been flattened and looks a bit different, the concept of sections
within a form still applies. It is not that different from the old version, just different
enough to streamline data entry.

Now to get started we are going to look at the new Get Started pane that has been
added to every display. This pane is optional but by default is turned on. Take a
look at Figure 3.1.
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Entity Views, Forms, and Displays

The new look and feel of the Account entity gives you a good idea of how things
have changed for all entities in Dynamics CRM 2011. The top of the Accounts screen
now has the Get Started pane, which we discussed previously and which is populat-
ed with user resources such as quick tips on how to import, use, modify, and man-
age your account information.

Another new visual enhancement is the consistent use of the Microsoft Office rib-
bon. You might love the ribbon or hate it, but it is the Microsoft Office standard,
and Microsoft Dynamics CRM embraces it fully in the 2011 release. Figure 3.2 shows
the Office ribbon as it appears with Dynamics CRM Workplace, Accounts selected.

The Ribbon

The Ribbon can be configured and customized by someone who is familiar with
Microsoft Office. If you don't like it, ask your partner or CRM administrator for
help in configuring it to fit your needs. You will save some bellyaching.
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Dashboards allow you to construct multiple sets of charts and grids that make the
most sense for your business or for your individual requirements at work. Several
dashboards are shipped out of the box, but the ability to pick and choose different
charts to put into your dashboard is limited only by your imagination.

Charts

Charts now apply to every entity. Microsoft Dynamics CRM 4.0 has views associated
with every entity, and a similar architecture has been applied to charts in Microsoft
Dynamics CRM 2011. For each entity, you can establish a set of charts. Charts and
views go hand in hand; you can take a view of data and show it graphically using a
chart. Figure 3.3 shows the chart on the Activity entity called Activities by Type.
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FIGURE 3.3
An Activities by
Type chart.

FIGURE 3.4

A List of forms
on the Account
entity.
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Department- or Group-Specific Forms

When getting started with Dynamics CRM, you might want to continue to stick with
one form for each entity. However, you now have the option to configure your data
entry forms based on different user security roles. This significantly reduces the
amount of scripting used to hide fields that might exist in your Dynamics CRM 4.0
system. Figure 3.4 shows the forms that come with the product: main and mobile.
You can add more forms if you like and then apply forms to different groups of users.
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Entity Architecture Areas of Change

The architecture within Microsoft Dynamics CRM has a familiar quality and also sig-

nificant changes. There are some specific new entities and entity sets that we talk
about in the following text, and there is a significant shift in the developer’s

approach. This shift better aligns with how senior developers who are not working

with Dynamics CRM write code.

Connections

The new Connections entity enables a user to track complex relationships between
any two entities. It is a new feature that is designed to replace the relationships fea-
ture in Dynamics CRM v4 and is designed to add more depth and functionality. This
functionality includes the relationships between contacts and companies as well as
the relationship between other entities that might have overlapping properties.
Connections are different than the Microsoft Dynamics CRM 4.0 relationship feature
(which still exists for backward compatibility). The key difference between relation-
ships and connections is that the connection functionality offers detailed tracking
information on the actual relationship and it is considered more robust and flexible.
Figure 3.5 shows the connections configuration.
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FIGURE 3.6
Goals.
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Goals and Goal Management

Goals and goal management are new features in Microsoft Dynamics CRM 2011
that support the user’s ability to enter goals that can then be compared to a number
of different entities. This comparison model can also change as business needs
change without reprogramming or redesign. You can use goals for the more tradi-
tional sales goals, but they are also designed for goals that are not sales oriented. For
instance you might have a service level agreement goal or a time management goal.
Figure 3.6 offers a brief glimpse at goals.
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Changes within the Software Development
Process and the SDK

The changes within Dynamics CRM v2011 are significant, so if you have been devel-
oping on the Microsoft Dynamics CRM v4 platform, it is critical that you take a long
look at what is new. The new features include a new programming model using
Windows Communication Foundation (WCF), extended use of Windows Workflow
Foundation 4.0, and support for .NET Language-Integrated Query (LINQ).

I strongly recommend that you tap into some of the great free videos and webinars
on the xRMVirtual User group found at www.xrmvirtual.com and some of the many
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developer-focused books on Dynamics CRM. The software development methodolo-
gies within Dynamics CRM v2011 are new, improved, more automated, and just
plain cool. Additionally more technologies come into play such as Silverlight and
SharePoint. A small list of these changes include better handling of transactions for
rollbacks, changed support around child plugins, a need to master the ribbon editor,
and new sitemap controls, and this is just the tip of the iceberg. Any senior developer
reading this can now be very excited about the possibilities that they can accomplish
with this platform and can just plain ignore any grumblings about CRM v4 as a
potentially immature xRM platform.

Small yet Important Enhancements to
Dynamics CRM 2011

If you're unaware of some of the small changes to Dynamics CRM 2011, they can be
much wanted and yet missed, and so | highlight them as follows.

Bulk E-mail Messages and Attachments

In Microsoft Dynamics CRM 2011, it’s now possible to include attachments when
sending bulk e-mail messages. The system stores only one version of the attachment
even when you send out many different e-mails with the same attachment to many
different people. So the attachment design does not overwhelm your CRM database
with multiple copies of the same material. Originally there was a core concept that
firms should not blast out attachments as it is just not great e-mail best practices,
but now the team allows the user to do this if they want to.

Negative Pricing

The negative pricing feature now allows for negative quantities, amounts, and nega-
tive prices. Negative pricing was not supported in earlier versions and as such inte-
gration to powerful ERP systems with unique accounting needs became more prob-
lematic. This issue has now been eliminated.

Enhanced Decimal Precision

Depending on the company, decimal precision needs can be very from one extreme
to the next and can be very different. System Settings now supports setting decimal
precision based on a variety of high level category choices, including Pricing
Decimal Precision, Currency Precision, and Field Precision and then some low level
fine tuning. The feature is a hour of training all on its own.
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FIGURE 3.7
Quote access
from a specific
opportunity
form.
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Opportunity Enhancements

The opportunity feature now supports the ability to create a quote, an order, or an
invoice directly from the opportunity. You can also add write-in products to an
opportunity. Figure 3.7 shows access to quotes, orders, and invoices from the
Opportunities form. Now when you are working on an opportunity you can look at
all the details, move the sales process forward, connect with your prompts via a
sales dialog, and continue right through creating and printing the quote. You can
also manage the quote if changes need to be made during the negotiation process.
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View Filters

The advanced find feature is handy and extremely powerful but can be a bit intimi-
dating for some users. All that power when all you want to do is filter a view is
unnecessary, so to help with this, CRM 2011 offers filters in the views. You can now
create a personal or shared view (that is similar to advanced find) directly out of a
filtered view. Now this concept can seem a bit ho-hum, but consider this: Dynamics
CRM is built on top of a complex SQL Server database. Microsoft Dynamics CRM is
designed with secure and controlled access to the underlying SQL Server database.
The team provides an API layer, security services (permissions, roles, and so on), and
some business logic. Needless to say, hacking at the CRM databases with a SQL
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Server query is not supported nor does it always return the results expected.
Dynamics CRM v2011 now has access to filtered views right from the user interface.
A nice wow when you really think about it from a technical perspective.

Recurring Appointments

Recurring appointments are a special type of activity, and in Dynamics CRM v4 they
were not supported nor available; luckily the recurring appointment activity type is
now available as a new entity completely designed to support all those extra require-
ments such as the different types of reoccurrence. You can use this type of activity to
track recurring appointments from Outlook in CRM and from CRM back to Outlook.
Figure 3.8 shows the details on the new recurring appointment activity type.
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Dynamic Marketing Lists

Marketing lists once configured in the Dynamics cRM v4 days were static until a
user made changes. In Microsoft Dynamics CRM 2011, you can create a dynamic
marketing list in which you define or specify a query. So, instead of requiring you to
manually update an existing marketing list, Microsoft Dynamics CRM 2011 runs the
query and updates it for you on the fly. Depending on the list type, the leads,
accounts, or contacts that fulfill the query, criteria are automatically added as the
members of the list whenever the list is used. Figure 3.9 shows this new setting.

www.it-ebooks.info

51

FIGURE 3.8
Recurring
appointments.


http://www.it-ebooks.info/

52 HOUR 3: Microsoft Dynamics CRM 2011: What's New

FIGURE 3.9 [ Merketoog sk G1E Tradeham Lot - Mucronalt Dpnamics CAM - Winderes Entemet £
The DynamiC i hepe: crmlacly, cim dynamictcommain st et =4 300 & mtradis 431, grid Type T4 300 Wifietc S3c4 00 MBI a4 IS TRA TTFII-CO0L |
. . List Toals s M rolt (yrarnicy TN Anne Stanton W
Marketing List g ey s |
setting. L :
g R s &
Marage 31 Fun  Export Marketing List
Members § log  Report s Members
Informatinn j 3| Marksting List MarketingLists | @ | #
Genenal GTE TradeShow List
Hates
i Marketing List Members: Contact Associated View = earcn 1 1 2] |
s Full Name = 2
a4 (lw_nmn 24 john Sniy I
28, Masheling List Membery. S Teiry Dread

) Connecticar
A Aust wistary

| Selet b you war
& Conpiont | marketmg st
P quek Campaigny
How do you want b find members?
4 Procen

i Woniews

& Dialag Sessions

™ Lise Advanced Find b add mestsers
sied n pearch aileria

Use Advanced Find bo remave members

Find members tn 1emove Based on seaich oteria

bt @ Irtemen | o &

Queue Enhancements

Queues have been significantly enhanced in Microsoft Dynamics CRM 2011, as has
the service module. The queues have moved from a set of simple first in, first out
offerings to a feature-packed suite of numerous different choices as seen here. The
service module has matured into a “follow the sun” model. If you have a 24x7 mul-
tiple team member support team, you can now easily hand cases between members
in any 24 hour period of time.

The following are some of the enhancements to queues:
» You can secure queues through role privileges.
You can add a default queue to users and teams.
You can enable all entity types for queues.

>

>

» You can customize the Queue entity.

» Process workflows support queues and queue items.
>

You can separate a queue item’s working on assignment and record ownership.

Queues are discussed in more detail in Hour 18, “Contracts, Cases, and Capturing
Time.”

The following are some of the enhancements to the service module:

» You can check out a case as a “working on” team member.
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» Queue integration to case management has a number of new features, as

listed previously.

» You can now define a service process similarly to a sales process that is
stepped and either manual or automated.

Processes: Workflow and Dialogs

Workflows continue to be a powerful feature in Microsoft Dynamics CRM 2011, and
now they are supported by a complementary automation of process called dialogs.
To understand dialogs, think about a call center and the scripts it might use when
making calls. Such a script can be configured and automated in Dynamics CRM as a
dialog. Administrators and users now have the ability to create workflows or dialogs
to support the automation or documentation of the business processes used. Figures

3.10 and 3.11 show dialog setup and process access.
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FIGURE 3.11
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ing a process.
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Security: Team and Field

Team Ownership of Entities

In previous versions of Microsoft Dynamics CRM, each entity record is either owned
by the organization or owned by a specific user. This ownership then supports one
dimension of the security roles. For instance you can set read, write, and update
capabilities to owner access only. In Microsoft Dynamics CRM 2011, the system now
also supports team ownership. This feature is useful when you have a number of
people working on a specific account as a team or on a specific project. Instead of
worrying about who should own the records and then sharing those one at a time,
you can create a team for the project or account and set the entity to have a team
ownership module. Records are then owned by a specific team of people. This
ensures that everyone who needs access is a member of that team and that each
individual team member can see all the accounts or projects that they need to see.

Field-Level Security

Prior version of Microsoft Dynamics CRM offered functional security and form based
security, but when it came to a specific field CRM administrators and partners had to
tap into extending. This is no longer the case as Microsoft Dynamics cRM v2011
introduces level one of Field-level security. It has just enough power to solve some
immediate needs and is maturing at an incredibly fast rate. Figure 3.12 shows the
first step in utilizing team security.

Security Decisions

Security decisions about how you set up your Microsoft Dynamics CRM system
should be done as part of your roll-out project architecture. Many different areas
need to work together.
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Special New Features for the Microsoft
CRM Developer

When diving into a quick hour training on various areas of Microsoft Dynamics
CRM as an application it is sometimes easy to forget that almost every Dynamics
CRM rollout is configured to fit a specific business. This configuration can also lead
to some intense extensions. As mentioned earlier in this chapter, Microsoft has
embraced this xRM Platform concept and is adding more features and functionalities
to support the senior software engineers and developers.

Solution Management

Microsoft Dynamics CRM 2011 has a new concept called solution management.
Solution management enables you to bundle all your solution customizations into
one managed or unmanaged package. You can also pick and choose what goes into
a solution. For example, if you want to share customizations from one organization
with another, you can do so via solutions. Solutions support the xRM process and are
similar to software company release bundles. Solution management is ideal for com-
panies and partners who want to produce solutions and sell them or reuse them as
packaged solutions for other projects, or for partners who want to sell their solutions
on the new Microsoft Dynamics CRM marketplace, and so on.
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There are two types of solutions: managed and unmanaged. A managed solution
can be edited only by specific users, and if it is exported and imported at another
organization, users of the other organization will not be able to edit or modify the
solution. Managed solutions are fully secured and cannot be edited.

A Tip on Managed Solutions

There are strengths and weaknesses in the managed solution offering. Make sure
you understand both before you attempt to use them.

An unmanaged solution can be edited by any user who has an appropriate user
role. Unmanaged solutions are usually fairly dynamic from a usage perspective and
are a great feature for the multi-developer teams. Unmanaged solutions should be
the developers default until mastery of both managed and unmanaged solutions is
achieved.

Import and Export Data

The import and export of data from Microsoft Dynamics CRM has been expanded to
significantly enhance what an end user or CRM administrator can do when it comes to
getting data into the system or getting data out of the system in a variety of formats.

The first milestone for importing is that you can import from an XML format, which
means you have much more flexibility for data migration. The .csv offering in previ-
ous versions still exists but has always been more limiting. In addition, Microsoft
Dynamics CRM 2011 now offers you the option of exporting an Excel spreadsheet
template with all your data fields in the order you want, which can then be populat-
ed and reimported. This helps standardize the data import process when you're col-
lecting data from multiple sources and is a big win for users doing data organiza-
tion and data cleansing. Yet, there is still more in Microsoft Dynamics CRM 2011:
You can create new entities while importing. This saves a number of steps during the
build process and offers even more power once the system is running. In addition to
the whole entity you can dynamically create fields to map against source fields in
source data files, such as Excel spreadsheets. Data import has taken many of the
formerly preparation steps and moves them to real time interaction with the import-
ing tools (see Figure 3.13).
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SharePoint Integration

Microsoft Dynamics CRM 2011 now integrates with SharePoint out of the box, with
no development or custom code needed. Ben Hosk shares his enthusiasm for the
available information on the feature and some of the configuration. You can read
Ben’s post here: http://crmbusiness.wordpress.com/2011/03/07/crm-2011-how-to-
setup-sharepoint-integration. Integration addresses a couple of key areas. The first is
the management of all that unstructured data that comes with business process:
managing and editing documents, sharing documents, and doing key word searches
against blobs of text. Additionally you get the ability to show CRM structured data
in SharePoint web pages or to take some of those great graphs and share them via
web parts. This marriage between SharePoint and Dynamics CRM existed as part of
the back channel culture in the Dynamics CRM v4 days, but now it is fully
embraced by Microsoft. The bridge between these two product groups is extremely
exciting, particularly when you start thinking about automating business processes.
See Figure 3.14 for a snapshot.
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FIGURE 3.13
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files.
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Q&A

Q. Why has Microsoft created the solutions feature in Microsoft Dynamics CRM
2011?

A. Solutions make it easy for users to share with other users or between different
projects.
Q. Was integration with SharePoint an option in Microsoft Dynamics CRM 4.0?

A. Yes, but only with custom development.

Q. Why does Microsoft Dynamics CRM 2011 have both workflows and dialogs?

A. Dialogs are used to automate the more traditional scripts, such as what you
might find in a call center. They prompt or remind the user about what to do
next. Workflows are used to automate a process such as a sales process and
more traditionally create pending activities that need to get done when other
activities are completed.
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Quiz

1.

@ & ® N

How many new features were introduced in Microsoft Dynamics CRM
20117

What are two of the biggest changes in Dynamics CRM 2011?
Who can own records in Microsoft Dynamics CRM 20117?
Does field-level security exist in Microsoft Dynamics CRM 20117

What new format is available for importing data in Microsoft Dynamics
CRM 20117

Answers

1.

2.

3
4.
5

Microsoft Dynamics CRM 2011 has more than 500 new features.

Dialogs and solutions are two of the biggest changes in Dynamics CRM 2011.

. Users and teams can own records in Microsoft Dynamics CRM 2011.

Yes, field-level security exists in Microsoft Dynamics CRM 2011.

. XML and Excel Exported Templates are new formats available for importing

data in Microsoft Dynamics CRM 2011.

Exercise

Each entity in Microsoft Dynamics CRM 2011 starts with a Getting Started pane.
Open Microsoft Dynamics CRM 2011 and choose Explore and then choose About
This Getting Started Pane. Read the information provided on why the Getting Started

pane was created and click the purple Learn More button to confirm that you can

access the additional information available from Microsoft.
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HOUR 4

Infrastructure Choices

What You’ll Learn in This Hour:

» Application placement: choices and implications

Tenant architecture and its implications, including multitenant options
Microsoft Dynamics CRM infrastructure components

Asynchronous services and Microsoft Workflow Foundation

Diving into development

Integration options

vV v.v. v v .Yy

Big business versus small business

In this hour, we dive into the various options that surround the installation and
implementation of the Microsoft Dynamics CRM software. There are many choices
within the world of Microsoft Dynamics CRM, and consideration and careful
thought about these choices can make a big difference in the success and adoption
of this powerful application for companies. This hour also offers insight into where
someone might want to focus more training and which roles within a company
might be best suited to mastery of which pieces of the Microsoft Dynamics CRM
environment.

Application Placement: Choices and
Implications

Microsoft Dynamics CRM is all about choice, and choice offers more opportunity for
learning. When it comes to where Microsoft Dynamics CRM is installed, it is impor-
tant to understand what your options are and why.
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On-Premises Microsoft Dynamics CRM

Companies have the choice to purchase the Microsoft Dynamics CRM software in an
on-premises model. On-Premises Microsoft Dynamics CRM is installed locally in a
company’s server environment, and it allows for full internal control of all applica-
tion files and associated data. The actual program files, the database where all the
data is stored, the connection to the company’s Microsoft Exchange e-mail environ-
ment, the web interface, and web page hosting, plug-ins, and any customizations
are all stored, managed, and installed locally.

With an on-premises installation, it is highly recommended that an experienced (and
ideally, a Microsoft Dynamics CRM infrastructure certified) team be available for the
initial installation and ongoing responsibility for the maintenance of the infrastruc-
ture environment. Mastery of the infrastructure of Microsoft Dynamics CRM requires
a unique set of skills, and this mastery is required for long-term error-free success. The
necessary skills are best mastered by someone who has a background as a network
architect, network engineer, or network administration. Experience in the following
areas is also extremely helpful:

» Hosting web environments and mastery of Internet Information Services (IIS)

» Managing the sharing and integration of data between different applica-
tions and systems

» Analyzing and interpreting system logs and error messages

» Microsoft Server 2005 and 2008 and 2008 R2

» Performance tuning and management of Microsoft SQL Server databases
On-Premises Microsoft Dynamics CRM offers a business total control over the entire
environment. Data is under the protection of the company; the software is under the

internal change management and upgrade processes; and the ability to change,
customize, and expand is not affected by external partner companies.

Dynamics CRM Architecture

For a diagram of the Microsoft Dynamics CRM architecture, see the Microsoft
Dynamics CRM Developer Center, at http://msdn.microsoft.com/en-us/library/
bbh928229.aspx.
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Microsoft Dynamics CRM Online

Unlike On-Premises Microsoft Dynamics CRM, Microsoft Dynamics CRM Online is
hosted by Microsoft Corporation. Microsoft Dynamics CRM Online also offers a few
additional add-in components, such as those for Internet lead capture and market-
ing campaign optimization. It also has a few limitations, such as the inability to
upload custom Microsoft SQL Server Reporting Service reports and a set prebuilt
report set.

Mastery of the infrastructure, having the right hardware, investing in Microsoft
Dynamics CRM infrastructure specialists, and other infrastructure specifics are not
required with Microsoft Dynamics CRM Online. You also have access to a much larg-
er environment, with powerful hardware that can offer more scalability to small and
midsize businesses.

In addition, with Microsoft Dynamics CRM Online, Microsoft takes on the responsi-
bility of offering you long-term maintenance on the software and a level of uptime
of 99.99%, with financial backing. The long-term responsibility includes items such
as installing maintenance updates to keep your company current with the develop-
ment cycles and team and offering upgrades full of new features on a yearly basis.
This can be a significant time saver for many companies. For an article on the
announced service-level agreements for Microsoft Dynamics CRM Online, see
http://crm.dynamics.com/deployment/ondemand.aspx.

You might also have concerns about not having access to your data if it is all hosted,
but Microsoft has also mastered that by offering their integration to Microsoft Office
Outlook.

You can choose to install local software with Microsoft Dynamics CRM Online: the
Microsoft Dynamics CRM Outlook Client. Yes, even with Microsoft Dynamics CRM
Online, you can have integration with your local version of Microsoft Outlook e-
mail. This is a no-cost option and not only offers you the ability to run Dynamics
CRM from Outlook, but also gives you the power to go offline! You don’t need to
have access to the Internet to get access to your data.

What you can'’t have in the world of Microsoft Dynamics CRM Online are hosted
custom code sets and extensions that need to be installed on the same server as the
Microsoft Dynamics CRM software and custom Microsoft SQL Server Report service
reports, which need to be installed on the Microsoft hosted SQL Server. This server
environment is owned, managed, and operated under the Microsoft umbrella, and,
therefore, it has to be standardized for many different company databases, which
are referred to as “tenants” of Microsoft Dynamics CRM.
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What Is a Tenant?

A tenant is generally related to one specific company’s Microsoft Dynamics CRM
data footprint. However, in large enterprise clients, you might find different inde-
pendent projects and non-CRM projects using their own sets of databases (that
is, their own CRM tenants).

Microsoft Dynamics CRM Partner Hosted

Microsoft Dynamics CRM Partner Hosted is similar to Microsoft Dynamics CRM
Online, but it is hosted by an independent vendor. This external vendor can be a
Microsoft Partner or one of the many hosting companies offering Microsoft
Dynamics CRM. One of the benefits of working with a Microsoft Dynamics CRM
Hosted partner is that you might have access to more third-party add-in products
that are also hosted, such as integrated phone system software, the BlackBerry server
with Microsoft Dynamics CRM BlackBerry mobile support, and much, much more. In
addition, some third-party hosting partners have an offering for customers who want
to host their own integrated custom code.

The Cloud and Microsoft Windows Azure

Many developers who are working with the xRM platform and extending Dynamics
CRM are excited about a new combination of hosted and on premise in the world of
Microsoft Dynamics CRM v2011. Microsoft Dynamics CRM supports integration with
the “AppFabric Service Bus” feature of the Windows Azure platform. What this
means is that by integrating with the AppFabric Service Bus, developers can register
plug-ins with Microsoft Dynamics CRM that can pass run-time message data to one
or more Windows Azure solutions in the cloud. For more information on the
advanced development concept of integration with Azure, you can read the

section in the SDK called Azure Extensions for Microsoft Dynamics CRM located

at http://msdn.microsoft.com/en-us/library/gg309276.aspx.

Tenant Architecture and Its
Implications, Including Multitenant
Options

There are so many pieces and options to Microsoft Dynamics CRM. How do we put
them all together? You can have a hosting company offering Dynamics CRM to many
different companies, which lends itself to a multitenanted architecture, and you can
have a medium-sized company with all the software and data locally installed. The
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relationship between the Microsoft Dynamics CRM infrastructure and the existing
infrastructure and the almost unlimited choices of add-in options is extensive.
Microsoft Dynamics CRM is a web application and so has hosted web access and it is
a database application using the power of Microsoft SQL Server. In addition, how you
host Microsoft Dynamics CRM changes what some of your options are, and this can
be an eye-opener. For instance, the details that a hosting provider needs to know (or
even a large enterprise that might host many xRM projects) differ significantly from
the details that a small On-Premise network administrator needs to master.

Still, some items are core design, no matter where Microsoft Dynamics CRM lives. We
will look at some of the pieces that make up the Microsoft Dynamics CRM infrastruc-
ture in the next sections.

Microsoft Dynamics CRM Infrastructure
Components

When it comes to mastering the infrastructure components in an On-Premises envi-
ronment, one of the best pieces of documentation is the Microsoft Dynamics CRM
Implementation Guide. In this busy world it is easy to skip much of the documenta-
tion that comes with applications, but this guide is worth its weight in gold and is
worth reading a few times!

If you choose to ignore the Microsoft Dynamics CRM implementation documenta-
tion, you do so at high risk and are pretty much guaranteed future headaches and
heartaches.

The implementation guide is available online in both download
(www.microsoft.com/downloads/en/details.aspx?FamilyID=9886ab96-3571-420f-
83ad-246899482fb4) and instant-read format (http://msdn.microsoft.com/en-us/
library/9g269274.aspx).

Microsoft Dynamics CRM Application Software

The Microsoft Dynamics CRM program files are generally installed to a designated
CRM server. The installation design and the architecture of the application take into
consideration that independent software vendors (ISVs), Microsoft Dynamics part-
ners, and Microsoft Dynamics CRM customers will extend, modify, customize, and
configure the core application.
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In addition, the architecture of the software platform takes into consideration that
long-term ongoing updates and upgrades will be part of the solution and will be
released from the Microsoft Dynamics CRM development team on a regular basis.
Further considerations in design provide for the need of the hosting providers and
the Microsoft CRM Online team, which have one set of shared CRM application soft-
ware and yet many different instances of Microsoft Dynamics CRM databases (that
is, many tenants).

Microsoft Dynamics CRM SQL Server Databases

Microsoft Dynamics CRM stores all its data in a Microsoft SQL Server database envi-
ronment. You can find out more about Microsoft Dynamics SQL Server 2008 and ear-
lier versions at www.microsoft.com/sqlserver/en/us/default.aspx.

A Caution for Those Familiar with Microsoft SQL Server

For those familiar with Microsoft SQL Server, there is one key fact to keep in mind
when working with Microsoft Dynamics CRM and Microsoft SQL Server: Data
within the world of Microsoft Dynamics CRM is designed to be secure. It has spe-
cific rules related to it that are driven by the security rules defined in Microsoft
Dynamics CRM, the business unit configuration defined in Microsoft Dynamics
CRM, and the user authentication set up through Windows Server. Given all these
variables, it is a bad idea and highly unsupported to directly add data to the
Microsoft Dynamics CRM SQL Server databases or change any of the data within
the databases through any method other than using the Microsoft Dynamics CRM
software and software extensions designed with knowledge of Microsoft Dynam-
ics CRM. Making such changes is unsupported and can cause significant data
corruption and application issues.

Microsoft Dynamics CRM uses a concept called filtered views. Data is served up by a
filtered view to honor security roles. These filtered views can be used to display data
in a number of different formats.

In terms of database versions, Microsoft Dynamics CRM 2011 supports the use of
either Microsoft SQL Server 2005 or Microsoft SQL Server 2008 or above. Microsoft
SQL Server 2008’s upgrade path focused on business intelligence, graphical displays
of data, and analysis; so, if these items are important to you, consider upgrading the
core database engine.
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Multitenant Support

Microsoft Dynamics CRM 2011 provides support for multiple tenants. Multitenant
support allows hosting companies to efficiently offer Microsoft Dynamics CRM within
the world of the large, shared, and secured data center. In addition, large companies
that want to offer multiple instances of CRM can do so by using the multitenant fea-
ture. When using a tenant of a multitenant environment, there are a few considera-
tions, particularly if you are adding your own custom additions:

» A few of the pieces of Microsoft Dynamics CRM 2011 continue to be shared
and have not yet been upgraded to multitenant. For example, the core
Microsoft Dynamics CRM Help files reside with the Microsoft Dynamics
CRM application directory. You can customize Help, but the customizations
will be seen by all users of the Microsoft Dynamics CRM software. Help is
configured to allow you to add documentation to specific new custom enti-
ties, but on a wide search others might see this new documentation.

» Any changes to the core application files will impact everyone sharing these
files. This is one reason you are not allowed to upload your own custom
software to extend the application if you are a Microsoft Dynamics CRM
Online customer.

» Allowing outside code on internal servers is risky at best.

Microsoft SQL Reporting Services

When you access the standard reports in Microsoft Dynamics CRM (from the Reports
menu), you are accessing reports that were created in CRM using Microsoft SQL
Reporting Services (SRS). Figure 4.1 shows a list of some standard Microsoft SRS
reports.

Other reporting choices include the Microsoft Dynamics CRM Ad Hoc Report Wizard
that is built into the software, fetch-based custom reports, report authoring extension
for BIDS, and integration to Microsoft Office, including Excel, through security-
enabled dynamic Excel spreadsheets and Word. For more on reporting, see Hour 20,
“Utilizing the Power of Microsoft Excel with CRM Data,” and Hour 21, “Reporting
and Query Basics.”
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FIGURE 4.1
Reports from
Microsoft SRS.
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Microsoft Windows Server and Microsoft
Dynamics CRM

On-Premises Microsoft Dynamics CRM requires Microsoft Windows Server and other
components that have been mentioned in this hour.

If you are a CRM On-Premises customer, when you open Microsoft Dynamics CRM,
the system does not ask you for a username and password. Why not? Microsoft
Dynamics CRM already knows who you are, based on the fact that you were already
authenticated to your company’s environment via Active Directory when you logged
in to your computer.

The CRM security model uses Windows-based authentication (Kerberos/NTLM) and
internally driven authorization. It also offers further role-based layers of enhanced
security, based on additional configuration options. In Hour 5, “Security,” you dive
into the details of the application security.

Microsoft Dynamics CRM E-mail Router Software

Microsoft Dynamics CRM offers an independent and yet integrated solution to shar-
ing e-mail with Microsoft Exchange; this option is available for both On-Premises
and Online environments. The Microsoft Dynamics CRM e-mail router can live inde-
pendently and yet definitely has an interest in all the mail coming into Microsoft
Exchange. You also have the option of not using the Microsoft Dynamics CRM
e-mail router, choosing instead to configure Outlook to communicate directly. If you
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configure Outlook, you must configure each and every user and his or her instance
of Outlook to track e-mail. Using the Microsoft Dynamics CRM e-mail router is more
efficient. For a conceptual peek, look at Figure 4.2.

Exchange

Exchange

Exchange

Forward
Mailbox

Email Router CRM Server

( ......... ,

Microsoft Dynamics CRM Outlook Clients

There are two Microsoft Dynamics CRM Outlook clients. The first is the Microsoft
Dynamics CRM Outlook client, which supports the ability to go offline and is
designed for a laptop environment. This piece of software has continual drip syn-
chronization between the Microsoft Dynamics CRM database and the local laptop
Microsoft SQL database. This design allows a user to undock a laptop without specifi-
cally choosing Go Offline. This creates more overhead, so you do not want to install
the Microsoft Dynamics CRM Outlook client for the laptop where it is not needed
(such as on a desktop machine).

The second version of the Microsoft Dynamics CRM Outlook client is designed for a
desktop machine or a Citrix or terminal server environment. This version of the soft-
ware allows multiple users using the same machine to work with the Microsoft
Dynamics CRM Outlook client, and it has less overhead because it does not need to
communicate with a local copy of a Microsoft SQL database.
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Microsoft Dynamics CRM Mobile Express

The Microsoft Dynamics CRM mobile client, called Mobile Express for Microsoft
Dynamics CRM 2011, is included with all version of the software. If the Microsoft-
released mobile client doesn’t meet your needs, you can find powerful and extremely
well-proven solutions from third-party vendors, such as Ten Digits (www.tendigits.
com), CWR Mobility (www.cwrmobility.com), and Resco (www.resco.net).

Asynchronous Services and Microsoft
Workflow Foundation

One of the key powers of Microsoft Dynamics CRM is the workflow engine based on
Microsoft Windows Workflow Foundation (WWF). WWF allows for a number of dif-
ferent functionalities, from the automation of simple and complex business rules to
the more advanced programming logic required for parallel processing.

Microsoft .NET 4.0

A major goal of the latest release of Microsoft .NET 4.0 is to make WWF a stan-
dard part of the programming toolkit for all .NET developers, from small busi-
nesses to enterprises. You can read more about this at http://msdn.microsoft.
com/en-us/library/dd851337.aspx and at http://msdn.microsoft.com/en-us/
magazine/ff714593.aspx.

Microsoft Dynamics CRM takes WWF one step beyond just being a tool for program-
mers. Microsoft Dynamics CRM makes WWF a user-enabled built-in function,
empowering users who are not necessarily programmers to automate and organize.
Microsoft Dynamics CRM also takes the power of WWF and automates more and
more processes, using a concept called dialogs.

When it comes to the infrastructure and the moving parts of Microsoft WWF, one of
the key building blocks of Microsoft Dynamics CRM is the asynchronous services.
The asynchronous services execute long-running operations independent of the main
Microsoft Dynamics CRM system process. They are often associated with Microsoft
WWF and a component of things such as queue processing. They can also be hosted
on a different server, thus taking the load off the main CRM server in enterprise
architecture. The Microsoft Dynamics CRM Software Development Kit (SDK) is a
great place to learn more about the asynchronous services used by Microsoft
Dynamics CRM. The SDK is available for download, or you can access the asynchro-
nous services section directly from http://msdn.microsoft.com/en-us/library/
99309408.aspx.
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Diving into Development

Diving into Development

We can't leave this hour without commenting on the potential for experienced

developers to become masters of Microsoft Dynamics XRM development.

XRM

XRM stands for relationship management software, where the x might mean some-
thing other than a customer (as in CRM). Microsoft Dynamics CRM is an xRM
development platform.

An example of an XRM solution includes configuring Microsoft Dynamics CRM to
manage staffing and human resources or building an xRM solution to manage
buildings, rental agreements, leases, and tenants.

Developers diving into the world of Microsoft Dynamics CRM have a number of

areas of expertise to master, and here are just a few of them:

>

>

Extending the core Microsoft Dynamics CRM code
Using Microsoft WWF

Using form- and field-based scripting and scripts
Integrating with Silverlight

Using Microsoft SharePoint also known as Windows SharePoint Server and
Microsoft Office SharePoint Server (WSS/MOSS) for complementary unstruc-
tured data support

Integrating with the world of finance and enterprise resource planning
(ERP), using products such as Dynamics AX, Dynamics GP, Dynamics NAV,
and Dynamics SL

Charting, using dashboards, and using business intelligence tools and
techniques

Taking advantage of mobility, such as creating Windows Phone 7 or
Windows Slate integrations

Making changes to the Microsoft Dynamics CRM Outlook client
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Integration Options

What about connecting with all the other applications we use? Microsoft Dynamics
CRM is built for and often expects long-term integration. Just as salt goes with pep-
per, Microsoft Dynamics CRM goes with many other complementary applications,
from other Microsoft departments, outside vendors, or Microsoft partners. Hour 22,
“Integrating Microsoft Dynamics CRM 2011 into Other Applications,” Hour 23,
“Microsoft Dynamics CRM Tools and Utilities,” and Hour 24, “Microsoft Dynamics
CRM as a Development Framework,” take an in-depth look at the world of
integration.

Big Business Versus Small Business

When it comes to managing the hardware and infrastructure installation of
Microsoft Dynamics CRM in small business, the balance is delicate. Microsoft
Dynamics CRM integrates with many other applications, the operating system, and
core functionality. If you layer this on top of a single server, the hardware needs to be
beefy enough to handle the extra layer. There is good reason to outsource the hosting
of Microsoft Dynamics CRM in the world of small business—not only because of
hardware but because of the labor required to maintain this new layer of integra-
tion. Just as many small businesses do not host their own websites, hosting a web-
based application for just a tiny little business might not be worth the investment.

In the world of big business, there may be many people and departments to juggle,
and the interconnection between who is doing what and when is a key factor for get-
ting things done. The functions of Microsoft Dynamics CRM within big business
might be divided among different roles and departments, such as the marketing
department using the marketing functions and features, the service department
focused on service scheduling and cases, and the sales department using the sales fea-
tures. This division of labor doesn’t always mean the division of information. In big
business, security layers become even more important, as does the security offering.
Needs for role-based, feature, and function and division security are not uncommon.

Now that you have a better understanding of many of the choices surrounding
Microsoft Dynamics CRM installation and use, let’s dive into a workshop including a
few questions for review.
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Chase Boats is a company that manages the funding and sponsorship of crews and
tall ships entered into various worldwide races. Given that races are held all over the
world, Chase Boats needed a CRM software package that could handle multiple cur-
rencies, localized dates and time, and the organization and management of poten-
tial sponsorship income. Chase Boats already had a good accounting system man-
aged by its accounting firm, but it wanted a CRM product that could empower each
staff member to be more organized, more collaborative, and more responsive to the
sponsors and crews that they work with. Charlie Chase is the CEO of Chase Boats. He
accesses his Microsoft Dynamics CRM software from all over the world; his company
uses Microsoft Dynamics CRM Online. In addition, because Charlie might spend a
month or two in different countries, he sets Microsoft Dynamics CRM to the country
he is in and immediately gets localized settings.

Chase Boats also has employees who reside in different locations. When a big race is
happening, Charlie works closely with the employees in numerous locations to coor-
dinate logistics. Microsoft Dynamics CRM e-mail and activity tracking allow Charlie
to quickly see all the conversations from around the world that are happening with
any given sponsor or crew member.

Q&A

Q. Our Microsoft Dynamics CRM software is having difficulties. It seems like we
keep having issues. What might be the problem?

A. Microsoft Dynamics CRM needs to be installed correctly by an experienced
Microsoft Dynamics CRM administrator and managed by an experienced net-
work administrator.

Q. We are waffling between Microsoft Dynamics CRM Online and Microsoft
Dynamics CRM On-Premises. Are there any other resources to help us
decide?

A. Talk with one or two Microsoft Dynamics CRM partners and the Microsoft
Dynamics CRM Online Team. This choice can be determined based on key fac-
tors, such as whether you need to create complex extensions to the software or
the resources that are available for you to manage the infrastructure. You
might also consider talking with one of the many Microsoft Dynamics CRM
users. Microsoft gives you the ability to move your data between systems in
case you at some point decide to switch.
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Q.
A.

What are some of the best resources for our people to get more training?

Some of the Microsoft Dynamics CRM boot camps are excellent. You can also
build your own library of reading materials from a set of available books on
Microsoft Dynamics CRM and from the material available on the Microsoft
websites and at the bookstores.

Quiz

1.

What is one reason a large corporation might want to use Microsoft Dynamics
CRM Online rather than Microsoft Dynamics CRM On-Premises?

. What is one benefit that Charlie Chase gets out of using Microsoft Dynamics

CRM?

Name three other applications that Microsoft Dynamics CRM might work well
with.

What can’t you do in the world of Microsoft Dynamics CRM Online?

. What does multitenant mean?

What are two areas that a developer new to Microsoft Dynamics CRM can
choose to master?

Answers

1.

Microsoft Dynamics CRM Online offers the application without requiring a
skilled infrastructure specialists and hardware requirements needed for a
robust On-Premises application.

Charlie Chase depends on the localization of dates and time, as well as the
management and handling of multiple currencies associated with his products
and services.

. Microsoft Excel, Microsoft Office SharePoint Services, and Microsoft Word are

three other applications that Microsoft Dynamics CRM works well with.

In the world of Microsoft Dynamics CRM Online, you can’t import custom
Microsoft SQL Server Reporting Service reports.

Multitenant means that you have the ability to have many different instances
of Microsoft Dynamics CRM databases sharing the same set of core application
program files.
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6. Two of the areas that a developer new to Microsoft Dynamics CRM can master
are the core Microsoft Dynamics CRM .NET code, Silverlight, and form- and
field-based scripts.

Exercise

Download the Microsoft Dynamics CRM Implementation Guide and the Microsoft
Dynamics CRM SDK. Spend some time familiarizing yourself with key areas of these
two documents. You might not be a software developer or the person or team respon-
sible for installing the software, but these two documents offer real insight in a num-

ber of areas.
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HOUR 5

Security

What You’ll Learn in This Hour:

» How it all comes together
Business units

Users

Security roles
Maintaining security roles
Sharing records

Teams

vV Vv v v VvYy

Field security

The Microsoft Dynamics CRM security model is extremely comprehensive and has
been designed to protect data integrity, provide an efficient mechanism for accessing
data, and facilitate easy collaboration.

Microsoft’s goals for the security model include the following:

» Provide users with access only to the information required to perform their
job functions

» Categorize types of users to define roles and restrict access based on those
roles

» Support data sharing for collaboration so that users can be explicitly grant-
ed access to data they do not own
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Successfully implementing security in Microsoft Dynamics CRM requires an under-
standing of the four core elements that make up the security model:

» Business units
» Users
» Security roles

» Teams

Figure 5.1 shows where these four elements are located on the Administration inter-
face, which is accessible from the Settings menu.

FIGURE 5.1 Adwiniateation
Where to Which feature would you like to werk with?
access busi- E"j Announcements Auto-Numbering

. Creale, odl, amvd delel mends thal appear in the Werkplate arce. Spedfy the prefie numbers |
ness units, g cngaon. i 5
users, security ]

Business Units

roles, and E]] 558ttt e 884 e g S s e 0
teams.

ctivaté uber reconds,

+ Fram Lram,

A4 or remave suppert fae addmional linguages. -J'. St the privety preferences for the sigasition.
]

Billing " System Notifications
et papmees and bising options. e Empoilant riem messaans iR ok icheduled oulage RaliNicatien.

Subscription Management
Wiew he detals Asrevatt Cyramics SR Online subseription, purchase
st manage arage.

&
g Languages ’_".9( Privacy Preferences

All people (users) who access your Microsoft Dynamics CRM system must be
uniquely identified. The system must know where they sit in the organization struc-
ture (business unit) and what they are allowed to do (security role) once logged in.

B;Lvym_ Can’t Log In Without This
ay

All three pieces of information must be defined for a person to log in to the sys-
tem. If a user is unable to log in, check that he or she is enabled, has been
assigned to a business unit, and has a security role.
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Both users and security roles are stored in a business unit. Therefore, when you add a
user to the system, you must define the business unit that user belongs to and the
user’s security role within that designated business unit. It is possible to have differ-
ent/unique security roles within each business unit, but it is not a recommended prac-
tice. (We discuss this in more detail in the “Security Roles” section.)

Business units form the basis of your organization structure, and it is helpful to work
from an organizational chart when setting these up. However, it is important to
remember that a key reason you are building this hierarchical structure is to govern
access to data. The structure you build in Microsoft Dynamics CRM might not direct-
ly match your physical organizational structure. You want to ensure that your users
have access to all the information they require to perform their job function, but you
also want to be able to limit access to any sensitive data.

Teams provide a mechanism to establish collective groups in CRM. Teams may also
own records. (We discuss this in more detail in the “Teams” section.) Before we delve
into the security model itself, it's important that you understand how data is refer-
enced in Microsoft Dynamics CRM so that you can better understand how and where
you might need to control access to it. There are two kinds of data records in Microsoft
Dynamics CRM:

» User/team owned—User/team-owned records are typically records that
relate to a customer (for example, a lead, an account, a contact, an oppor-
tunity, an order, an invoice, a case, a contract, activities). Typically, these
types of records are managed by or actioned by users.

» Organization owned—Organization-owned records are typically records
that are used for reference data and are associated with a business unit (for
example, a product, services, queues, teams, resources). In other words, they
are not directly related to or associated with any user.

Exception to the Rule
Three special items in CRM can be created:
» Reports

» Mail merge templates

» E-mail templates
By default they are individually owned, but they may be promoted to the organiza-
tion.

Individual security privileges govern whether users can create these items. A
separate privilege also exists to determine whether a user can promote individ-
ual security privileges to the organization.
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FIGURE 5.2
Records filtered
by owner.
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Every record in Microsoft Dynamics CRM is automatically marked with its respective
“owner.” When you access Microsoft Dynamics CRM and select any of the key cus-
tomer-related record types (lead, account, contact, opportunity, and so on), by
default you are provided with a list of “your” records. This is because the default
view (My Active Contacts) filters and selects records owned only by you to help you
focus on those you manage.

Figure 5.2 highlights how, by default, Microsoft Dynamics CRM filters records wherever
possible to simplify finding and accessing the records that relate to a particular user.

Get Started with Accounts
AR BE0OUNE 15 & COMPANY O COMDOTALion that Fou do BUSiness with,

L. Impart 2 Use 3. Modify & Manage:

+ Import from Files 7 About Quick Campasgns + Creste Custom Views

5 Aot Impaiting + Detect Duglicates + Set Up Duglicate Detection
o Ahout Shasing & Avigning + Custamize s

Accounts: My Active Accounts - Search for reconds

£ | Account Hame ~ | MainPhone | Address1: City | Primary Contact E-mail Primary Contact) | Owner

[T A Sare fasple) TEE0136 Rertan Advian Dusirasc sample}  someone_a@example.com  CAM Administralar
[ 163 Atvanced Camponents (sampie) 555.0135 Dallas Erain Lakee (sample} sameone_b@emmple.com  CAM Administratar
[Tl affordsble Equipment [sampie) 50162 sants Cruz Cat Francis (sample] somecne c@exampie.com  CHM Administrator
[CIL Basic Company jsample) S550174 Lynnwood Cathan Cock [rample] somecne_d@eamplecom  CHM Administratar
[T Best o' Things (sample) 5550145 Los Angeles Datren Parker (sample) someane_eSexample.com  CAM Administratar
163 Bius Company {sample] s55.0131 Aedmond Farrest Chand (rample] sameone_g@emample.com  CAM Administratar
163 Designer Goods (sample) 555.0197 Aedmond Eva Corets (ample) sameone f@emmplecom  CAM Administratar
[T Elemental Goods [sample] 500127 Missouls Gabriele Cannata [sampse}  somecne hi@example.com  CRM Administrator
[CJEr Grana Store (sampie) 3350155 Hedmong Gearge sumenne_ i I CHM

[CIS Litware Inc. fsample) 555 0116 Phoenix Marco Tanara (sample} somene jSexsmple.com  CAM Administratar
I 162 Magnificent Stare (sample] 5550135 Dty City Patrick Steiner frample] sameone_k§reample.com  CAM Administratar
| 163 Pecreation Supplies (sample) 5550171 Mewpert Beach  Susam Burk (sample] someone [Beamplecom  CAM Administratar
I Unuwsual Stoce [sample) 50178 Lebanon Thomas Axen [rample] somecne miZexample.com  CRM Administrator
IS Variely Store fsample) 5550135 Port Orchard faenne My jsample) someone n@example.com  CAM Administratar

The owner of a record is displayed on the Administration tab of the record itself;
although it is possible to change the owner of a record, the ability to do this is gov-
erned by a security privilege within the security role, which allows control over who
can perform this kind of function.

Figure 5.3 shows where the owner identification is located for each record.

The concept of security privileges is key to the Microsoft Dynamics CRM security model.
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'E Account Accounts v||®
A Store (sample)
Primary Contact Preferred Method of Contact Owner
|83 Adrian Dumitrascu (sample Any S CRM Administrator
Credit Limit Annual Revenue
~ General =
Account Name * [2 stare (sample] Main Phone 5550136
Primary Contact |6 Adrian Dumitrascu (sample] @  OtherPhone
Account Number  ABSSAGA5 %3
Parent Account @  Website
E-mail someonel @example.com
Address
Address Type - ity Renton
Address Name State/Province ™
Street 1 5009 Orange Street ZIP/Pastal Code 20175
Street 2 Country/Region us.
Street 3 Phone
Shipping Method ~  Freight Terms -
Description

A privilege is an inherent component of the security role itself, which is made up of
hundreds of these privileges, each one governing every action that can be performed
within the system.

How It All Comes Together

When we bring together the three core elements of business unit, user, and security
role, you can see how the security model works.

You might have one or many business units, and within these you add users. This
gives you your organizational structure. At this point, however, you have not
declared what users are permitted to do or what they can access because that infor-
mation comes from the security role. Remember that security is primarily determined
by the security role, not by which business unit a user is assigned to.

A security role is three dimensional, but we will first look at it in a two-dimensional
way and build on what we learn.

Table 5.1 illustrates how a two-dimensional security role, as a matrix of actions
against specific record types (entities), might look.
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TABLE 5.1 If Security Roles Were Two Dimensional

Create Read Write Delete Etc.
Account Yes Yes Yes No
Contact Yes Yes Yes No
Opportunity  Yes Yes Yes No
Case No Yes No No
Activity Yes Yes Yes Yes

Etc.

If the security role were just two dimensional, you would not be able to define which
set of records a user may perform this action (because there is no qualification). In
Table 5.1, the action for Write Opportunity is Yes, which would give the ability to
update any opportunity in the system. However, in reality, it is more likely that only
the salesperson who is managing that opportunity would be allowed to update it. So
you might want to restrict the Write privilege to only those records that the user
owns. This is where the third dimension, or “qualifier,” comes into play and com-
pletes the picture of the security role. The qualifier allows you to grant privileges to
specific sets of records (for example, opportunities that the user owns).

Table 5.2 shows how the two-dimensional Yes/No actions have been replaced with
qualifiers to give the three-dimensional aspect, exactly as they appear in Microsoft
Dynamics CRM.

TABLE 5.2 Sample Microsoft Dynamics CRM Security Role Structure

Create Read Write Delete Etc.

Account [ | [ | [ | O
Contact [ ] [ | [ | 0]
Opportunity W [ | O
Case @) [ | O O
Activity H H H
Etc.

Key:

Organization (systemwide)—(l)
User (own data only)—("))
None—(Q)
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Table 5.2 explicitly declares the appropriate action on a particular set of data
records. For example, users can do the following:

» Read any account, contact, opportunity, case, or activity in the entire
Microsoft Dynamics CRM system

T inol
erminology B;Lﬂélﬁl_

The action Write refers to the ability to update (change) a record.

» Update any account or contact in the entire Microsoft Dynamics CRM, but
not a case, and only update opportunities and activities they own

Table 5.2 is for example purposes only and does not cover all the possible privileges.
We cover the full extent of the security role later. However, these principles form the
basis of the security role concepts.

Tailoring Security Roles to Match Job Roles Bxﬂ%ﬁl_

It is important to understand that certain actions can apply to some users who
perform a specific job function but not to others within your organization. This is
why Microsoft Dynamics CRM provides the capability to define many security roles
so that you can tailor each role to apply to a particular job function/role within
your organization.

Business Units

The top-level business unit is automatically created when your Microsoft Dynamics
CRM system is provisioned and has the name of your organization. (This is the only
one that does not have a parent.)

A business unit can be defined as a subsidiary, a division, an operating unit, a branch
office, and so forth, depending on how your specific organization is structured.

There is nothing wrong with having a single business unit (the default) and every
user in your organization sitting in that one business unit. Although not a rule, it is
often the case that, for smaller organizations, it makes sense to have everyone in the
same business unit because the lines of demarcation between job roles and responsi-
bilities are often blurred and overlap (because people tend to wear many hats in
smaller companies). In such a situation, you need to make sure that people have
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FIGURE 5.4
A list of existing
business units.

FIGURE 5.5
Creating a new
business unit.

HOUR 5: Security

access to all the information they need to fulfill the roles they perform. If you initial-
ly place every user in the same business unit, you can at any time in the future add
business units and move users as required.

Creating a business unit is a straightforward process. In Figure 5.4, you can see a list
of existing business units, and from here, you can click the New button in the ribbon
to create a new business unit (see Figure 5.5).

Settings @ | G2~ || Business Units

4 Business

(%5 Business Management [
[ Templates

S Product Catalog Sinew | & [¥] | X [HAdd Connection (¢ Run Workflow... [5j] Start Dialog | M
4 System [ | Hame | Main Phone |
2| Administration |8 AUTechEd2011

|F" Data Management
[3# system Jobs
[} Document Management
2 Auditing
4 Customization
3 customizations

& solutions

£}, Dynamics Marketplace
4 Process Center
2. Processes

4 Workplace
15} saes

(%5 Marketing
B service

[#] settings 1-10f1 0 selected)

&l Resource Center All = A B c D E 7 G H 1 I} K

E (A [ save and Close [ (@ Help
— Business Unit: New
EiJ & Information
Information |
~ General
t General
Addresses Mame* New Business Unit Main Phone
Division Other Phone
Related
ParentBusiness* | @ AUTechEd2011 o
4 Organization
8 u: Web Site | E-mall
& B
B Tea ~ Addresses
l% e Bill To Address
Street1 State/Province
4 Common
18 c Street2 ZIF/Postal Code
E) i Street3 Country/Region
4 Processes
& City
&l o Ship To Address
Street1 State/Province
Street2 ZIF/Postal Code
Street3 Country/Region
City
Status: New
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Reorganizing Your Business Unit Hierarchy

It is possible to reorganize your business unit hierarchy. (Any business unit, except
the top-level parent, can be repointed to a different parent business unit.) There are
two methods for doing this:

» From the list of all business units, highlight the one that needs to change.
Click the More Actions button in the ribbon, select Change Parent Business,
and select the new parent from the dialog box.

» From the list of all business units, double-click the required business unit to
open the record. Click the Actions button in the ribbon, select Change
Parent Business, and select the new parent from the dialog box.

Business Unit Naming and Renaming Cautions
Remember: If you want to delete a business unit, you must disable it first.

Users

Users represent each and every person who will access a Microsoft Dynamics CRM
system. For an On-Premises deployment, each user is uniquely identified by a net-
work logon identifier and, in the case of Microsoft Dynamics CRM Online, by their
Windows Live ID.

For Microsoft Dynamics CRM Online, there is only one license. For Microsoft
Dynamics CRM On-Premises installations, there are both client and server licenses.
For client licenses, there are three different scenarios for a user license, and this infor-
mation is stored in the user record itself. The type of client access license (CAL) deter-
mines what users can do with Microsoft Dynamics CRM. Organizations usually have
a limited number of each type of CAL. A CAL is licensable, and it is the responsibili-
ty of each organization to ensure that it has licensed sufficient numbers of CALs for
its users. A CAL is required for each user, except those with only administrative
access. When a user is created in Microsoft Dynamics CRM, you need to specific
which type of CAL that user will be assigned:

» Full—The user will have full access to any part of Microsoft Dynamics CRM
that he or she has the security roles and privileges to access.

» Administrative—The user will have read-only access to the Sales,
Marketing, and Service areas and full access to the Settings area. This type
does not consume a CAL.
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» Read-only—The user will have read-only access to the Sales, Marketing, and
Service areas that he or she has the security roles and privileges to access.

There is also an employee self-service CAL, which grants limited API access, designed
for employee self-service in managing leads, cases, and so on via an internal portal
application.

Every organization is different, and therefore it is strongly recommended that each
organization consult with its licensing provider to determine the exact needs and
requirements for Microsoft Dynamics CRM licensing for its situation.

CALs Can Either Be Assigned to Users or Devices

For On-Premises deployments, Microsoft allows a CAL to be assigned to a device
rather than to a named user. This is useful for organizations that have a lot of
part-time workers or shift workers (for example, call centers).

Depending on whether you are using Microsoft Dynamics CRM On-Premises or
Microsoft Dynamics CRM Online, there are two slightly different procedures for creat-
ing users. In both cases, you need some minimum pieces of information before you
can create the users:

» Network login and e-mail address (for CRM On-Premises) or Windows Live
ID (for CRM Online)

» First and last name of user
» Business unit
Each user must be assigned to a business unit (which defaults to the top-level unit),

and this is automatically set for CRM Online users. This can be changed at a later
date, if required (as discussed later in this hour).

Creating CRM On-Premises Users

You can access users from the Microsoft Dynamics CRM Administration page. Figure
5.6 shows a list of existing users.

When you click the New button in the ribbon to create a new user, you are presented
with two options (see Figure 5.7): You can either add a single user or multiple users.
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Option 1: Adding a Single User

Users

You can click User to add a single user to the system. When you do, you are present-
ed with the user interface shown in Figure 5.8.

':? User

~ New

A\ The information provided in this form is viewable by the entire orga
~ General

Account Information

User Name * domainiuser

User Information

First Name ™

First
Last Name * Last
Title

Primary E-mail

E-mail 2

Maobile Alert E-mail
Fax
Organization Information

Manager

& A

Territory
E-mail Access Configuration
E-mail access type - Microsoft Dynamics CRM for Outlook

Status Enabled

nization.

Main Phone

Other Phone

Home Phane
Mabile Phane

Preferred Phone Main Phane
Pager

Business Unit* &3 Prototype

Site

fl

pS (|
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FIGURE 5.6
A list of exist-
ing users.

FIGURE 5.7
Options pre-
sented for cre-
ating users.

FIGURE 5.8
Adding a user.
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FIGURE 5.9
A user’s
security roles.

FIGURE 5.10
Available
security roles.
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Using this method, you must select the correct business unit; it will default to the top-
level business unit in your hierarchy.

You must also append to the user a security role after the user has been created; oth-
erwise, the user will not be able to access the system. To add a security role to the
user, click the Roles button in the side navigation pane. The User’s Roles interface
will appear, as shown in Figure 5.9.
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To add a security role, click Manage Roles in the toolbar. A dialog appears, in
which you can select an appropriate security role for the user from the list of securi-
ty roles available within the business unit to which the user has been assigned (see
Figure 5.10).

After a security role has been assigned to a user, the user can log in to the system.

Manage User Roles
‘What roles would you like to apply to the 1 User you have selected?
| Role Name | Business Unit |

[~ CEO-Business Manager GuyTest |:

[~ CSRManager GuyTest

[~ Customer Service Representative GuyTest

- Delegate GuyTest

[t Marketing Manager GuyTest

- Marketing Professional GuyTest

[ sales Manager GuyTest T

- Salesperson GuyTest

[~ Schedule Manager GuyTest

[~ Scheduler GuyTest |—

g t A Dihhnan Eastirac funiTact =
[ o< | cancel |
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Option 2: Adding Multiple Users

You can click Multiple Users to create one or several users at one time. Note that
when you choose this option to create new users, they will all be created with same
values for business unit, security roles, and license type.

If you choose this method, you are taken through a wizard to define the new users,
as shown in Figures 5.11 through 5.15.

Select Business Unit (igh Help

Select the business unit to which the new user or users belong.

Business Unit: * [New Businessunit R4

[ mex ][ cancel

Select Security Roles i@ Help

Security roles determine how a user may access Microsoft Dynamics CRM features. You can add or remove roles for users in the Settings area after the
user record is created.

@ Important To access Microsaft Dynamics CRM, a user must have at least ane security role.

Security roles: *
¥ £EO Business Managet

I CSR Manager CEO-Business Manager
[ Customer Service Representative ‘}!E:Es‘erwho manages the organization at the corporate business
I Delegate

I Marketing Manager

I Marketing Professional

I” Sales Manager

I™ salesperson

I” Schedule Manager

I Scheduler

I~ system Administrator

I system Customizer

I Vice President of Marketing

I Vice President of Sales

gack |[  net |[ cancel
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FIGURE 5.11
Wizard step 1:
Choosing a
business unit.

FIGURE 5.12
Wizard step 2:
Choosing secu-
rity roles.
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FIGURE 5'13 Select Access and License Type
Wizard step 3: -

Se|ecting the The type of dlient access license (CAL) determines what users can do with Microsaft Dynamics CRM, Organizations usually have a limited number of
each type of CAL. Each user needs a CAL, except those with administrative access.

license type.

Access Type
Specify the appropriate access type for this set of users.

@ Read-Write
User will have full access to any part of Microsoft Dynamics CRM that he or she has the
security roles and privileges to access.

 Administrative
User will have access only to areas of Micrasoft Dynamics CRM that he or she needs to use
to perform administrative tasks. This type does not consume a CAL.

 Read

User will have read-only access to any part of Microsoft Dynamics CRM that he or she has

the security roles and privileges to access.

License Type
For licensing tracking purposes, specify the license type for this set of users.

Full -

E-mail Access Configuration
Specify how this set of users will access e-mail.

E-mail access type - Incoming Micrasaft Dynamics CRM for Outlaok -

E-mail access type - Outgaing Microsaft Dynamics CRM for Outlook

Back ||  mext || cancel

FIGURE 5'14 Select Domain or Group

Wizard step 4:
Se|ecting users The tree displays the trusted domains and groups in Active Directory. Expand and selact the domain or group node from which you want to select
from domains @@ Select users from all trusted domains and groups

or groups. ~ Select users from the following domain or group:

gack |[  met |[ cancal
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Select Users

Type a part of the name of ea
users,

guy riddle; george doubinski

(i) Help
ch user you want to add to Microsoft Dynamics CRM. Use semicolons between names. You cn also use Look Up to select

[ Bax | | [ cancal

After all your users have been selected from your domains/groups, you can click the

Create New Users button to have them all created as Microsoft Dynamics CRM users.

Creating Microsoft Dynamics CRM Online Users

You can access users from the Microsoft Dynamics CRM Administration page. Figure

5.16 shows a list of ex:

isting users.

Settings o GR-
4 Business
U35 Business Management.
L Templates
[ Product Catalog
4 System

| Administration
|4 Data Management
[5# system Jobs
(3} Document Management
[ Auditing
4 Customization
[ customizations

&7 soutions

€}, Dynamics Marketplace
4 Process Center
T, Processes

(4] Workplace
573 sales
[ Marketing
i service

&Y Resource Center

Business Units
Einew | & [ | X EAdd Connection (& Run Workflow... [5f] Start Dialog
1 | Name = | Main Phone
[C]&) AUTechEd2011
1-1 0f1 0 selected)
Al # A B C D E F G H 1 K
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FIGURE 5.15
Wizard step 5:
Selecting users.

FIGURE 5.16
A list of exist-
ing users.
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When you click the New button in the ribbon to create a new user, you are taken
through a wizard to define the new users, as shown in Figures 5.17 through 5.19.

FIGURE 5.17
Wizard step 1:

Choosing secu- Security roles determine how a user may access Microsaft Dynamics CRM features. You can add or remove roles for users in the Settings area after the

! user record is created,
rity roles.

Select Security Roles

@ Important To access Microsaft Dynamics CRM, a user must have at least one security role.

Security roles: *

[V €EO Business Managet

I CsR Manager CEO-Business Manager
I Customer Service Representative A user who manages the organization at the corporate business
level,
Delegate

I™ Marketing Manager
I™ Marketing Professional

I” sales Manager

[” salesperson

I” Schedule Manager

[” Scheduler

[ system Administratar

[ system Customizer

[™ Vice President of Marketing
[ Vice President of Sales

gack |[  net |[ cancal

FIGURE 5.18
Wizard step 2:

Adding users To add a new user record, enter the information and then click Add. To edit user information, select the user on the right, and then click Edit. Update
" the information, and then click Add.

Add Users

You can add as many user records as you have user licenses available.

"

First name: New users:

Guy Add »> Jahn Smith John@smith.com)
Last name: *

Riddle

E-mail address: *

Il

Quy2010@live.com.au

Licenses available: 17

Enter a valid e-mail address that can receive messages. The invitation to join this Microsoft Dynamics CRM Online organization is sent to this e-mail
address. The person invited will use this e-mail address to sign in to Microsoft Dynamics CRM Online.

Back ‘ | Next | ‘ cancel
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Send E-mail Invitations (igh Help FIGURE 5.19
Wizard step 3:

E-mail invitations instruct new users how to access Microsoft Dynamics CRM Online, Invitations can be sent automatically after new users are created. Sending e_ma”

Setwhen to send invitations: .
invitations.

* Add new users and send invitations now

" Add new users and do not send invitations
You will be able to send invitations later.

Back | [createewusers [ [ cancel

On the wizard page, you can enter the details of one or many users you want to add
to the system. At the bottom of the screen, you will see the available number of
licenses decrease as you add more users.

You can choose not to send invitations, but it is recommended that you do so in
order that the user receives an e-mail with the correct URL to access your Microsoft
Dynamics CRM system. If you choose not to send invitations now, you can send
them later. This is done from the users list view (refer to Figure 5.16). You just select
the users you want to send the invitation to, click the More Actions button in the rib-
bon, and then choose the Send Invitation option.

After you decide on your preferred option for sending e-mail invitations, you click the
Create New Users button to have them all created as Microsoft Dynamics CRM users.

How to Change the Business Unit of a User Bxﬂzﬁ'_

From the list of all users, you double-click the required user to open the record.
Then you click the Change Business Unit button in the ribbon and then select the
new parent from the dialog box.

Note that the same procedure applies if you have assigned the user a manager
and want to change this assignment later.
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User Administration

When users leave your organization, you should carry out a few housekeeping
functions:

» Reassign their records to another user.

» Disable their Microsoft Dynamics CRM user records. Doing so automatical-
ly frees up their CRM licenses so that these licenses can be assigned to
other users.

In the navigation pane, click Settings. In the Settings area, click Business Unit
Settings and then click Users.
To reassign all of a user’s records to someone else, follow these steps:

1. On the ribbon, click Reassign Records and then click Assign to Another User
or Team.

2. From the lookup dialog select User or Team from the drop-down list.
3. Click the Lookup icon, type a part of the other user’s name, and click Find.

4. In the results list, double-click the user’s name and then click OK.

To deactivate a record, follow these steps:
1. Find and open the user record for the departing person.

2. On the ribbon, click Disable and then click OK. The system allows you to dis-
able a user who owns records. The user stays in the system but is
deactivated.

B-‘L#%%— You Can Change the Information You Capture About Your Users

The Microsoft Dynamics CRM record type User is customizable. You can therefore
extend the information that is captured about a user by using standard Microsoft
Dynamics CRM customization techniques.

However, remember that any user record is visible to all users in the system.
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Security Roles

Security roles govern what a user can do after he or she is granted access to the sys-
tem. Microsoft Dynamics CRM ships with 14 predefined security roles, together com-
prising more than 350 individual security privileges:

» Shipped Security Role

» CEO-Business Manager

» CSR Manager

» Customer Service Representative
» Delegate

» Marketing Manager

» Marketing Professional

» Sales Manager

» Salesperson

» Schedule Manager

» Scheduler

» System Administrator

» System Customizer

» Vice President of Marketing

» Vice President of Sales

Generally, the components of a security role fall into two categories:

» Entity—Relates to a record type of data/information captured and entered
into the system (for example, account, contact, product, quote, case, activi-
ty) and typically maintained by our users

» System features—Specific functions that you can perform within the
system (print, export to Excel, import data, mail merge, override quote
pricing, and so on)
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When it comes to understanding the security role, you have to understand how the
privileges for them are defined. System features are simple: You can or you can’t per-
form the privilege. On the other hand, with entity privileges, you have to qualify
where the privilege may be performed. An entity privilege has three elements: entity
(record type), action, and access level (qualifier).

Actions

You can perform eight actions on any given entity (record type). The security role
must know all of these for every entity. Table 5.3 shows the actions that a user may
perform against any given entity.

TABLE 5.3 List of Actions

Action Description

Create Creates a new record.

Read Views or open an existing record.

Write Saves changes to an existing record.

Delete Deletes an existing record.

Append Appends (attaches) this record to another record.
Append To Appends (attaches) other records to this record.

The Append and Append To privileges typically
work in conjunction with each other. For example,
if you want to add a note to an account, you must
have the Append privilege on the note and the
Attend To privilege on the account.

Assign Assigns this record to another user.

Share Shares this record with another user (or team).

Access Levels

Five access levels (qualifiers) define the set of records on which a user can perform
the respective action. Table 5.4 shows the list of access levels to determine where a
user could perform an action against any given entity.
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TABLE 5.4 List of Access Levels

Access Level Symbol

Description

Organization [ |

Parent/child ()

Business unit

User

None @)

Can perform this privilege on any record in the system

Can perform this privilege on any records in the same
business unit as the user and any records in any child
business units sitting under the user’s business unit

Can perform this privilege on any records in the same
business unit as the user

Can only perform this privilege on records owned by the
user

No access to perform this privilege at all

Table 5.5 shows a list of sample privileges to highlight how the three elements come

together to define a privilege.

TABLE 5.5 Privileges

Entity Action

Access Level Result

Account Write

Contact Write

Opportunity Read

Activity Delete

Organization Can update any
account record in the
entire system

User Can only update con-
tacts that are owned
by the user

Business unit Can only read oppor-
tunities that are
owned by the user
and any that are in
the same business
unit

User Can delete any activi-
ties that are owned
by the user
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TABLE 5.5 Privileges

Entity Action Access Level Result

Contract Read None Has no access to
view any contracts at
all (and therefore
this option will disap-
pear from any screen
where it would nor-
mally appear for that
user)”

"As a user navigates through Microsoft Dynamics CRM, each user interface is dynamically ren-
dered, based on the security privileges within their security role. This means that if a user does
not have the privilege to perform a system function or access certain types of data records,
those corresponding buttons on the user interfaces will disappear.

In the case of system features, privileges are based on the ability to perform the func-
tion; in the case of entities, it is based on the Read privilege. For example, if you set
the Export to Excel privilege to None, the button will disappear from every user inter-
face to which in normally applies. If you set the invoice entity Read privilege to
None, the user will not see the Invoice button on any user interface in the system.

Changing the security for users is the process that is recommended for removing
unwanted items from the user interface for each of your users and their security roles

as required.

Users Can Have More Than One Security Role

It is permissible for a user to be granted more than one security role. In this
case, you might find that a conflict arises. If this happens, Microsoft Dynamics
CRM always applies the least restrictive principle. For example, if you give a user
Role A that denies a specific permission, but you also give him a second Role B
that grants the permission, using the least restrictive principle, he will be granted
permission.

Maintaining Security Roles

Although Microsoft Dynamics CRM provides 14 “out of the box” security roles, you
do not have to use them. In fact, you can define your own security roles from
scratch, or you can modify any of the shipped roles. Both of these capabilities are
possible, but it is highly recommended that you at least start with a default role,
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clone it, and then modify that role. This is a much more reliable and recommended
practice. Preserving the original roles (even if you don’t use them) allows you to go
back and reference them if ever you need to in the future. The best practice is to
copy an existing role and then modify it to meet your exact requirements. That way
you only have to make changes by exception.

Reviewing the Shipped Security Roles Before You Use Them

By default, every shipped security role (except System Customizer) permits the
user to do the following

» Read almost every record in the entire system

» Delete any record that the users owns
Therefore, you should review all the security roles to ensure that they meet your
requirements before using them.
You can edit any of the default security roles except the System Administrator role.

You can access security roles from the Microsoft Dynamics CRM Administration
page. Figure 5.20 shows a list of existing security roles.

Settings @ |G- | Security Roles

|4 Business
U5 Business Management
[ tempiates
5 Product Catalog

|4 System
=] Administration
| Data Management

Spnew | & [#] | K | MoreActions -
[ | Name =

&7 CEO-Business Manager

&7 CSRManager

€7 Customer Service Representative

| Business Unit
AUTechEd2011
AUTechEd2011
AUTechEd2011

[ system Jobs
3 Document Management 187 Delegate AUTechEd2011
|4 Auditing [1§7 Marketing Manager AUTechEd2011

&7 Marketing Professional AUTechEd2011

[]&p sales Manager

[y salesperson

&7 Schedule Manager

€7 Scheduler

&7 System Administrator
;D&? System Customizer
AT1€p Vice President of Marketing
&7 Vice President of Sales

l4 Customization
58 customizations

87 solutions

12}, Dynamics Marketplace

AUTechEd2011
AUTechEd2011
AUTechEd2011
l4 Process Center

T, Processes

AUTechEd2011
AUTechEd2011
AUTechEd2011
AUTechEd2011
AUTechEd2011

From the list of existing security roles, you can highlight which role you want to
copy, click More Actions in the toolbar, and select the Copy Role option.
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You can also provide a name for the new security role you are creating (see Figure
5.21).

FIGU.RE 5.21 2 Copy Security Role -- Webpage Dialog
Naming a new

. & https://auteched2011.crms5.dynamics.com/_grid/cmds/dlg_clonerole.sspxroleld=3:7b0F7DDAC ﬂ|
security role. -
Copy Security Role

Use this security role to create a new security rale.

Role to Copy:
New Role Name:

Salesperson

My Company Salespersan Role

[+ Open the new security role when copying is complete

a9

https://auteched2011.crms, € Internet | Protected Mode: On

If you leave the Open the New Security Role When Copying Is Complete check box

selected, the new role will automatically open for you after it is created (see Figure
5.22).

FIGURE 5.22

. "2 | Security Role: Salesperson
A security role. -
Details || Core Records || Marketing | Sales | Sewice || Business | semice [< Custo
Role Name * balesperson Business Unit* | & AUTechEa2011
Key
O None Selected User Business Unit @ Parent: Child Business Units
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Because more than 350 privileges make up a security role, there are too many to dis-
play on one screen. Therefore, the privileges have been grouped logically onto indi-
vidual tabs. Figures 5.23 through 5.30 show the privileges for the default Salesperson
security role.

ﬁ I Efsave and clase [y Actions -

L_g | Security Role: Salesperson

Details | Lore Recordd | Marketing | Sales | senvice || busi service & Custom Entities

Entity Create. Read wirite: Deirte Append  AppendTo  Asign Share |

Account L L] L L] L]

Activity L] L]

Anncuncement o] . o Q o

Apglication File o] L] o o]

Connedson L] - L] - L]

Connection Hale Q L 8] Q Q o

Contart L L] L L] L]

Customer Relationship o] O o o] o] o] o o]

Dt Impurt @

Data Map L L]

Dacument Lacation L] L L] Q L L] L] L]

Duplicate Detectian Aule O L o o] (o] o ] o]

E-mail Template L] v]

Import Source File v

Lead L L] L L] L]

Mail Merge Template L ]

Hate L] L]

Uppantunay L] L] L L] L]

Upportundy Relationship Q o (o] Q o] o o Q

Queue (8] (o] [s] o] (] [#]

Relalianship Rule o] O o o] Q v]

Repart L]

Saved View

SharePaint Site [s] L ( Q (s L ] L]

Subjeat (o] ] o (o] (o] [ ]

User Chatt

User Dashboard

User Entity Ul Settings

UseEnttyinitanceDats

Web Wizsrd o] L] o o]

Wb Wizard Access Privilege Q L o Q

Wizard Page Q [ ] o 8]

Miscellanesus Privileges |
ey |

) Hone Selected User Business Unit & Parent: Child Business Units
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The Core
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for the
Salesperson
role.
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FIGURE 5.24
The Marketing
tab for the
Salesperson
role.

FIGURE 5.25
The Sales
tab for the
Salesperson
role.
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| & Security Role: Salesperson

| Detalls || CoreRecords | Marketing || Sales | Service

Entity
Campaign
Maskeling List

Miscellaneous Privileges

Configure Internet Masketing module

U inbesret marketing medule

Key
O Hone selected User

| Business

Create Read

Business Unit

| Serviee |G =

Wite Delete. Append  AppendTe  Assign

] @ @

Create Quick Campalgn

& Parent: Child Dusiness Units

—

Share |

Ef| Security Role: Salesperson

Details | Core Records | Marketing | bated | senvice

Lntity
Campetitar
Invalee

uder

Product

Quate

Sales Literature
Territory

Miscellansaus Privileges
Cveride kvaice Pricing
Cveride Drdes Pricing
‘Dwemide Quote Fricing

Key
O Nene selected User
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Delete  Append  AppendTo  Assign
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& Farent: Child Business Units
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[&] Security Role: Salesperson

Detsils | Core Records | Macketing | Sales | hendce | Busintss Management | Sendce Management | Customiation | Custom Entities

Lntity Create Read write Detete Append  AppendTo  Assign Share
Artiele o L] L] o L Q

Artiaie Template C L] Q o L ]

(1 o] L] (=] o] o] L]
Contrat L] [ ] o .
Cantrat Template o L ] Q o L]

Misepllaneaus Privileges.

Publish Articies Q

Key
0 Mone Selected User Business Linit & Parent: Chlld Business Linits
[ | Security Role: Salesperson
Details, | Core Records || Marketing | Sales | Sendce | Bl Service Management | Customization | Custom Entities
Entisy Create Read Write Deliete. Append  AppendTa  Assign Share
Buatiness Unit (o] L] O o] o o
Cusreney o] - o v] L] L]
Field Sequrty Profile (o] (o] o (w] (o]
Field Sharing (o} O (o] o o]
Goal Q ' s} o o] =] Q
Goal Metri Q L] o o o o
Organization L o o]
AaBup Quety (o] O o] o (o] o (o]
Security Role (o] o o (w] (] o
Team (o] ] O (v] (o] o
User (=] - o
User Seftings. L ]
Missetaneous Priviieges
Art om Behall of Another Lser (&) Apprewe E.mail Addresses for Users or Quewes. o
Assbgn manager for a user (o] Assign Temitory to User (o]
Bk Eart L] CRM Address Book L]
Ensble of Disable Business Unit Q Enabie or Dissbie User o
Export to Eacel L Ga Mobile L
Go Oftline L Language Settings o
Mail Merge L] Merge L]
:::;::u Created on or Created by for Reconds during Data T —— o
Frint L Read License info L
Reparent Dusiness une (o] Rparent team o
Reparent user (o] Send E-mail a1 Anather User (w]
Serd Ivvitation o] Syme o Cutlosk L]
Update Business Clanaes Q Wk Mail Merge L ]
ey
O Mane Selected User Business Unit & Parent: Chitd Business Units
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FIGURE 5.26
The Service
tab for the
Salesperson
role.

FIGURE 5.27
The Business
Management
tab for the
Salesperson
role.
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FIGURE 5.28
The Service
Management
tab for the
Salesperson
role.

FIGURE 5.29
The
Customization
tab for the
Salesperson
role.
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@: Security Role: Salesperson

Detalls | Cone Records | Marketing | Sales | Serdee || Business Management | | Customizatien | custom Entaies
Entity Creste Read Write Delete  Append  AppendTo  Assign Share
Calendar o] Q v] (o] L]
Facility Equipment o] L ] o o] Q L]
Serdce o] L] o] o L] .
site o] L] o] o] L]
Miscellancous Privieges
Erowse Avallabiity ] Create own ralendar L
Dielete own calemdar L] Read own ralendar L]
Search &vallability L] Wirite owen ealendar L]
Key
) Mane Selected Butiness Unit & Pasent: Child Butiness Units
E Security Role: Salesperson
Desalls | CoreRecords | Marketinp | Sales | Service | Business Mansgement | Senvce Management | € | Custom Entities
Entity Create Read Wikte Delete  Append  AppendTo  Assign Shate
Attribute Map o L] (8] (8] (8] (8]
Custemizations o L [+) o
Dialeg Session L ]
Endity o L ] o] o]
Entity Map o * o] o] (o]
Fleld o L] =] Q
Impart lob o (o] o]
Option Set ] L] =] Q
PFlugHn Assembly (o] L] Q Q
Plug-n Type [a] L] [a] [a]
Process L
Publishes (] o o [»] (o] (o]
Relationship o [ ] o] (o]
Sk Message ] L ] o] o]
e Message Processing Step o L ] o] Q
5ok Message Progessing Step Image o] L] =] o]
3 Step Seeure (s] (o] o o
Senvice Encpoint o =] Q Q
Solution Q Q Q Q Q Q
Syitem Chat o - o [o]
Syitem Form o L] o (o]
Syitem Job o o] o] O
View o [ ] o (o]
ek Resource =] L] =] <
Miscellancous Privieoes
Exeeute Workflow Job L Expest Customizatians o]
Impart Customizations o IV Extensions o]
Moaiy Custemization esnstraimts L] Publish Customizations Q
Key
O None Selected Butiness Unit & Patent: Child Business Units
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FIGURE 5.30
The Custom
Details | Core Records | Marketing | Sabes | Serce | B Euron fofsies || Entities tab

Tore e e custom sntes Gl It ytem. for the
Salesperson
role.

! | Sacurity Role: Salespersen

ey
) None Selected User Buainess Unit & Fasent: Child Business Units

Don’t Forget Permissions for New Entities Bx#;g,—

If you add a custom entity to Microsoft Dynamics CRM, it will automatically be
enrolled into every security role, and there will be a set of security privileges
related to it. However, by default, every privilege will be set to None (no access).
The exception is with the System Administrator role, which has the Organization
privilege for every action. This allows you to explicitly define what privileges you
require for each of your security roles.

Sharing Records

You have learned that by using security roles, you can restrict user access to specific
data records. However, sometimes a user might need access to a data record that
isn’t included (access-wise) in his or her security roles. To accommodate this need,
you can collaborate through a Microsoft Dynamics CRM concept called sharing.
Typically, any record in CRM that can be associated with a customer (lead, account,
contact, opportunity, case, quote, and so on) can be shared.
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Security Roles Cascade Down the Hierarchy
Security roles are created and associated with business units.

Each time you create a new business unit within your hierarchy, it inherits all the
security roles associated with the parent business units.

Because in Microsoft Dynamics CRM children business units inherit security
roles, you cannot vary the privileges of a security role to be different for each
child business unit. Alternatively, you can create additional security roles for each
business unit as required.

Security roles govern what you can do in Microsoft Dynamics CRM, and because
sharing is an action, there is also a privilege associated with it. Therefore, to share a
record with another user, you must have the ability to share that record type. This is
so that you can control who can share records (and which types) in the system.

You might not need to be concerned about sharing in your organization. Because, by
default, every shipped security role permits every user to “read” every record, you
might find that the need for sharing (and explaining this feature to your users) is
not necessary.

Sharing is an explicit process, initiated by users. You can share a record in Microsoft
Dynamics CRM in two different ways. In both instances, a Sharing User interface will
display. In it, the user must define who the record is to be shared with and what priv-
ileges are assigned to the user.

At first glance, it might appear that when you share a record with another user, you
can grant security privileges that change the user’s security role. This is not actually
the case. The user’s underlying security privileges will prevail. You are granting privi-
leges to that specific record itself, but only if the user already has the privilege to per-
form the similar action to his or her own records.

For example, if you share a Contact record with another user and grant her the
Delete privilege, that user will not be able to delete the record if her base security role
has the Delete Contact privilege set to None.

Removing the share of a parent record removes the sharing properties of the records
that it inherited from the parent. Therefore, all users who could previously read this
record will no longer be able to read the child records either. It is possible that some
child records might still be shared to a user if they were shared individually.

After a sharing request is initiated, a user interface opens (see Figure 5.31). Through
this interface, a user can nominate whether to share records with a single user, sever-
al users, or a team.
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Who would you like to share the selected account with?

Select the users or teams with whom you want to share the 1 account record you have selected. Then, use the check boxes on the right to specify which
permissions to give each user or team.

Common Tasks I

& 2dd userTeam

X Remove Selected Ttems

- Toggle All Permissions
of the Selected Items

[2) Reset

©) Get Help with Sharing

| Name | Read | write | Delete | Append | Assign | Share |
™ 8 George Doubinski | r r r r -
8 ocuyridde F 2 r ~ = F

Either single or multiple records can be shared at a time.

As shown in Figure 5.32, with an individual record open, the user can click Share in
the ribbon and then choose the Sharing options.

E Account | Add  Customize

Iy save & New

ol

13 Deactivate

441 Microsoft Dynamics CRM

i Sharing ~

£ Share

VA

\29

T Marketing Lists

4 Processes
G Workflows
[ piatog Sessions

Save Save & Add to Marketing Connect Assign | - Stat  Run
Hase X Delete st eting con 97 | £y Share Secured Fields v Diajog | Report«
save Collaborate Process Data
Share
Information Account [
Share these Accounts with selected
General A Store (sample) people or teams, but continue to
Detarls Primary Contact GINELIE T Contact Owner
Comacks |85 Adrian Dumitrascu (sample’ Any £ crm ad
Motes & Activities
CEECTS Credit Limit Annual Revenue
Related
~ General
4 Common
More Addresses Account Name ™ A Store (sample] Main Phone 555.0136
B Adivies Primary Contact 83 Adrian Dumitrascy (samole] 0  OtherPhone
[ Closed Activities
%, Sub-Accounts AccountNumber  ABSS4G45 Fax
5
] contacts Parent Account 0 WebSite
@ Relationships
Connections E-mail someonel @example.com
31 Documents Address
|4 Audit History
Address Type -
s VP! ity Rentan
CF Opportunities Address Name. State/Province ™
23 quotes —
~ Street1 5009 Orange Street ZIP/Postal Code 20175
[ Orders
Invoices Street 2 Country/Region us.
4 Service Street 3 Phone
] Cases
2] contradts Shipping Method - Freight Terms
Raliaketing Description
[# campaigns
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FIGURE 5.31
Setting the
sharing
options.

FIGURE 5.32
Sharing a sin-
gle record.
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Figure 5.33 shows that with a list view open, the user can select several records in the
list, click Share in the ribbon, and choose the Sharing options.

FIGURE 5.33 i Microsaft Dynarmics CRM

Sharing multi— A(mun‘; View Charts Add Customize
: # Adtivate = £ =1, | Share = 3

ple records. =74 E«?. By ﬁ 5 = & ™| g i

I

14 Deactivate L=5m 53 Copyalink .

Mew  Edit Merge  Detect  Send Direct Add to Marketing Connect Assign Run  Stat  Run Inf
X Delete . Duplicates » E-mail List S EﬁErmal\ alink ., Workflow Dialog Report+ D)
Records Collaborate Process
| Ea- Sh:

Sales | 6 | G§ Get Started with Accounts e
& Leads An account is a company ar corporation § - spare these Accounts with selected

> - people or teams, but continueto [ |
T Oppartunities 1. Import own the records.
et + Import fram Files & ADOUL Quick Campaigns
8 contacts & About Importing + Detect Duplicates

] Marketing Lists
& competitors

& About Sharing & Assigning

# Products ~

] sales Literature Accounts: My Active Accounts ~

(23 quotes —

[ Orders [ | Account Mame « | MainPhone | Address1:City | Primary Contact | E-mail (7|

] tvoices [7]l AsStore (samplel 5550136 Renton Adrian Dumitrascu (samplel  someon:

#® Quick Campaigns [F1(= Advanced Components (sample] 5550135 Dallas Brain LaMee (sample) someon

© Goats (7]l Affordable Equipment sample) 5550162 Santa Cruz Cat Frands (sample] someon:

GoalN et (2 Basic Company (sample) 5550174 Lynnwood Cathan Cook (sample] someon

B Roliup queries
[F](= Best o’ Things (sample) 5550145 Los Angeles Darren Parker (sample) sameon
[]= Blue Company (sample] 555-0131 Redmond Forrest Chand (sample) someon:
)0 Designer Goods (sample) 5550197 Redmond Eva Corets (sample) samean
£[¥]I> Elemental Goods (sample] 5550127 Missoula Gabricle Cannata (sample)  sameen:
[C](= Grand Store (sample) 5550135 Redmond Gearge Sullivan (sample]  someon
]2 Litware Inc. {sample} 555-0116 Phoenix Marco Tanara (sample] someon:
[C1(= Magnificent Stare (sample) 5550135 Daly City Patrick Steiner (sample) someon
[#][ Recreation Supplies (sample} 5550171 NewportBeach  Susan Burk (sample] someon:
[C](= unusual store (sample) 5550178 Lebanon Thomas Axen (sample) sameon
[F10= Variety Store (sample} 5550135 Port Orchard ¥vanne McKay (sample) someon

(4] workplace
25 sales

[ Marketing

uﬁ%ﬁ,— A Hidden Option

Share reassigned records with original user?

A system setting determines whether records are shared back to the original
owner when they are reassigned. What this means is that you give the record to
another user but retain full rights to make changes to that record, or on reassign
you give up all rights.

If your CRM environment is locked down so that users can see only their own
records, this might be a useful feature; otherwise, the user who created the
record (or previously owned it) might lose access to it.

Bxﬁelg,— Owner Sees Everything

The “owner” of a parent record will always see every child-related record.

If your security model is set up such that salespeople cannot see the opportuni-
ties of others, you need to be mindful of sharing. For example, say that John is
the owner of an account, and he shares the account with Mary. Usually, if Mary
adds an opportunity, John would not see it. However, if she adds the opportunity
to the account that John owns, John will see that opportunity.
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Teams

A team is a group of users (for example, National Accounts Team, Customer Service
Team, Southern Branch). A team can be designated as the owner of a record and
therefore may have a security role assigned to it. (If you do not assign a security role
to a team, records will not be able to be assigned to that team for ownership.) By
giving a team a security role, you can establish rules about what record types a
team can own.

Teams can also facilitate sharing. When a user shares a record, it is an explicit
action associated with a specified user. (For example, a user shares a record with a
named coworker.) In some situations, users might have to share a record with sever-
al users, and this can be laborious for the users. A feature of sharing is that instead
of sharing a record with a named user, you can elect to share the record with a team.

The key benefit of this approach is that if a new employee joins the organization, as
soon as you add the new employee to the team, he or she is automatically shared
with all the records that the team has been granted access to or owns. Similarly, if a
user is taken out of a team, that user’s right to access those shared records is
removed.

A user can be a member of several teams.

CRM will automatically create a team for each business unit created. When new
users are created, they are automatically enrolled as members of the team associat-
ed with the business unit to which they belong. For organizations that prefer records
to be owned by elements of the business (for example, branch, office, division, sub-
sidiary) rather than being owned by individuals, the core record structures are
already in place to facilitate that through the business unit/team/user relationships.

Defining and maintaining teams is a straightforward process. Team definitions are
accessed via the Administration interface from the Settings menu.

Figure 5.34 shows a list of existing teams. On this screen, you can click the New but-
ton in the ribbon to create a new team (see Figure 5.35).
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You can manage team members from the team record. You can add and remove

users (see Figure 5.36).
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Field Security

Through security roles, you can effectively control access to records. Sometimes this
is not enough; some organizations also require the capability to lock, or protect, cer-
tain fields in a record. This can be implemented via field security.

Whenever a new field is created in CRM, you have the option to mark it as a field
that requires additional security. When implemented, the field is displayed on a
form with a key symbol next to it, to provide visual recognition that field security is
applied to it and that some users may not be able to see the contents of the field.
Where a field with security is designated and the user does not have access to the
contents, CRM will automatically replace the real characters with black dots (see
Figure 5.37).

At present, shipped fields in CRM cannot be marked with field security. So if you need
a shipped field to have field security associated with it, you should elect not to use the
Shipped field, remove it from the form, and add your own custom field in its place.
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FIGURE 5.37

A field with a
security desig-
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the user cannot
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someone_a@example.com Any Q CRM Administrator
~ General =
Salutation | Business Phone 5550156
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Address
Address Type - city Redmand
Address Name State/Province WA
Street 1 249 Alexander P, ZIP/Pastal Code 86372
Street 2 Country/Region us.
Street 3 Phone
Freight Terms - Shipping Method -
Description
Status Active

To control who has access to fields with security, you have to create one or more
field security profile(s). Within a profile you can include one or more individual
fields that have security applied to them. For each field, you include in the profile
what a user with that profile can do with that field. For example, if the field is
empty, can users create? If it contains data, can they edit? Can they only read? This
approach provides flexibility in management of the secure fields so that you can
easily grant users the ability to do all, some, or none of these actions, as required.

From the Microsoft Dynamics CRM Administration page, you can access Field
Security Profiles. Figure 5.38 shows a list of existing profiles.

From the list view you can click the New button in the ribbon to create a new field
security profile (see Figure 5.39).
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After you have created the profile, select Field Permissions in the left navigation pane.
By default, every field marked with Field Security will appear in the list (as shown in
Figure 5.40), with the Read, Update, and Create permissions for each set to No.
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FIGURE 5.41
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You can select each required field from the list of fields, and you can click the Edit
button on the toolbar to change the permissions (see Figure 5.41).

2 Ediit Field Security -- Webpage Dialog (==
@& https://auteched2011.crm5.dynamics.com/_grid/cmds/dlg_editfieldpermissi ﬂ|
Edit Field Security
Change permission for the selected fields
Allow Read T -
Users can view this field
Allow Update Mo -
Users can change the information in this field
Allow Create Mo -
Users can add information to this field when the
record is created
o [cmes
https://a e Internet | Protected Mode: On %

Once the profile has been created and all required field permissions set, the field
security profile can be assigned to users individually and/or teams—whichever is
more practical from an administrative perspective. Each of the options to assign the
field security profile is available in the left navigation pane of the profile itself.
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Q&A

Q.
A.

Q.

Why can’t | assign a record to a team?

Before a team can be assigned a record, it must have a Security role.

One of my users has been promoted, and | now need give him more access
through his security role. What do | need to do?

Open the user’s record, and in the left navigation pane, click Roles. In the tool-
bar, click Manage Roles and choose the appropriate security role for the user.
Remember that a user might have more than one security role.

. I moved a user to a different business unit, and now she can’t log in to the

system. What did | do wrong?

When a user changes from one business unit to another, his or her security
roles are automatically removed. This happens so you can explicitly select the
appropriate role to fit her responsibility into the new business unit. To log in to
the system, a user must have a security role. Ensure that the new business
unit’s security role is properly established.

One of my users left the organization, and | want to transfer all his records to
the new person taking over his role. Can I do this in one procedure, or do |
have to manually reassign each record?

Records can be “assigned” individually or in bulk. On individual records, you
can simply use the Assign option or just change the Owner attribute on the
record itself. You can change bulk records by selecting multiple records in a list
and choosing the Assign option in the ribbon. Transferring every record of one
user to another is an option taken from the Actions menu when you have
opened the user’s record; you just have to enter the new user to whom all the
records will be reassigned.

. I need to add a new user, but | have run out of Microsoft Dynamics CRM

licenses. | have a user in the system who recently left. How can | reuse her
license?

Navigate the list of users in the Administration section from the Settings menu.
Select the users who have left the organization and, from the ribbon, choose
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Disable. Doing so disables the users so that they will no longer be permitted to
access the system, and it also frees up their licenses for reuse.

. We have a new employee, and she is going to be doing both sales and mar-

keting. Which security role do I give her: Salesperson or Marketing Profes-
sional?

. You can give her both roles. A user can be assigned multiple security roles

where it makes sense to do so. If there are conflicts in security privileges
between the assigned roles, a “least restrictive” rule applies. For example, if
one role stipulates that a user cannot do something, and the other says he can,
he will be permitted to perform the action.

. I sometimes use temporary staff to do telesales. | have given them the

Salesperson security role so that they can access the sales-related informa-
tion. Because they are temporary staff, however, | don’t want them to be able
to export to Excel. Is there a way to achieve this?

. This is a great example of where a new security role could be created to

achieve this business requirement. Navigate to the list of security roles from the
Administration section from the Settings menu. Highlight the Salesperson secu-
rity role, click the More Actions button in the toolbar, and select Copy Role.
Enter the desired name for the new role (perhaps Telesales Temp Staff). When
the new role opens, click the Business Management tab. Locate the Export to
Excel privilege on the right side of the lower half of the screen; click the green
dot, and it will change to a red circle (signifying None). Save and close the new
security role. Any users who now have this security role assigned to them will
not see the Excel button on any screen.

. | have created a “personal view” of all the opportunities in my pipeline, and

now a colleague also wants to use it. Can this be done automatically, or does
my colleague have to set it up himself?

. From the Advanced Find screen (where personal views are created), click the

Saved Views button in the ribbon and then select the Share button. The view
can now be shared with other users or teams.
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Quiz

1.

Which of the shipped security roles permit users to see almost every record in the
system and delete any records for which they are marked as the owner?

. How do you regain the license from a user who leaves your organization to

make it available for another to use?

. How do you display a list of which users have been assigned which security

roles?

Answers

1.

Only the System Customizer has reduced access to core customer related
records. While seeing everything in the system is not a big issue, it is worth-
while reviewing what you will allow users to delete. Consider the scenario in
which a disgruntled employee decides to leave your organization; you proba-
bly don’t want that person going through the system, deleting all their records.
It is a better practice to get users to use the native feature of deactivating a
record if it is no longer current/active rather than deleting records.

. So that any history is maintained for your business, a user cannot be deleted

from the system. However, you can disable a user via the Actions menu on the
user record. When you disable a user, his or her license is released back into the
available pool of licenses.

. Unfortunately, no predefined feature provides this information. However, by

using the Report Wizard, you can build the report easily. When you run the
Report Wizard, make sure you select Roles as the primary record type and Users
as the related record type.

Exercise

Let’s look at a scenario of how you might need to control access to data and how you

could implement that through the Microsoft Dynamics CRM security model.

Scenario

NYZ Company, a company based in San Francisco with sales offices in Seattle, New

York, and Atlanta, has an Eastern sales manager based in New York and a Western

sales manager based in San Francisco. Both can see all the opportunities of their

respective regions but not nationally. They also have a marketing manager who is
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based in Atlanta and needs access to everything. The sales teams in each office is
permitted to see the sales opportunities within their own office (so that the teams are
not stepping on each other’s toes), but a team is not allowed to see the sales opportu-
nities in the other offices.

Possible Solution

To segregate the data between what the sales managers can see and what each sales-
person can see, we need to establish a business unit hierarchy. Therefore, we have
opted to create four additional business units under the default one, as shown in
Figure 5.42. Hierarchically, we have also placed Seattle and Atlanta under San Fran-
cisco and New York, respectively; this is because we need the sales managers to be
able to cascade down their respective branches of the hierarchy.

FIGURE 5.42

Possible solu- My
tion for Company
business unit

hierarchy. |

Sa.” New York
Francisco
Seattle Atlanta

In this model, the sales staff will be assigned to each business unit related to where
they work. Each will be given an appropriate security role; in particular, their roles
must stipulate that they have Business Unit privilege for opportunities (so that they
can only see any opportunities in their own business units).

The Eastern and Western sales managers will be assigned to the New York and San
Francisco business units, respectively. They will also be assigned appropriate security
roles; but in their cases, we must make sure that they have Parent Child Business Unit
privilege for opportunities (to ensure that they can see all the opportunities in the
business unit to which they belong as well as the opportunities in the business units
below them).
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The marketing manager could be placed in the Atlanta business unit (where he
physically resides), or he could be placed in the top-level business unit (perhaps rep-
resenting his position within the organization). The key here is that we must give
him the appropriate privilege, depending on where we place him. If he is placed in
the Atlanta business unit, he must have Organization privilege for opportunities,
which allows global access to all opportunities in the system (because he will need
to look up the organizational hierarchy as well as across it). If he is placed in the
top-level business unit, he could be assigned the Organization or Parent Child
Business Unit privilege for opportunities (because here, he really only needs to look
down the hierarchy).
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HOUR 6
Managing Leads

What You’ll Learn in This Hour:

> A little history

» What data to capture and the import process
» Distributing leads

» A deeper look at leads

» From lead to account: conversion

Managing sales leads is the beginning of a sales process and one core reason for
using a CRM application. In this hour, we dive into the world of leads and the mean-
ing of leads in the world of Microsoft Dynamics CRM. Be patient for the first part of
this hour is going to look at taking an outside list of leads (such as a list you might
get from a trade show) and pulling this list of leads into Dynamics CRM. In general
a lead is a person who is considered to be an unqualified prospect—as in sales has
not talked to this person or they have had just a brief conversation. A lead has the
potential to become a new customer, but this potential has not been qualified.

A Little History

As mentioned, a lead is an unqualified contact or person who is usually associated
with a company. This unqualified contact can come from a number of places,
including a business card, a purchased list, a referral, a trade show, a seminar, or a
random phone call. In Microsoft Dynamics CRM, there is a special place in the sys-
tem for these unqualified contacts (leads). There are two core reasons for the separa-
tion between qualified and unqualified contacts. The first is that many companies
purchase large lists of contacts, and it is generally good practice not to put a huge
list of unqualified contacts in with your nice clean qualified data. There is definitely
something to be said for not having to sort through 50,000 extra Lead entity records
when trying to run a sales funnel report.
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The second reason is that Microsoft Dynamics CRM takes a multilayered approach
to the tracking of everything that happens around relationships, and yet when data
is collected from many other places and systems, it tends to be rather flat (or
normalized, for you database gurus). Flat relates to a very small set of data that can
all be captured in a small set of fields. This differs from a more hierarchical
approach. The Leads entity of Microsoft Dynamics CRM allows for a flat company
contact record to be converted to a more robust structure, including Account,
Contact, and Opportunity entities, and all the associated activities, history, connec-
tions (a.k.a. roles and relationships), and notes.

One common way to create Lead entities is to import them from a purchased or an
acquired list. If you are using Microsoft Dynamics CRM Online, you can also tap
into the offered third-party Internet lead capture functionality, or perhaps when you
rolled out Microsoft Dynamics CRM On-Premises or Online you added one of the
advanced marketing options. The functionality to import leads into Microsoft
Dynamics CRM is robust and an area of potential confusion, and yet given how
often it is used, we take a good piece of this lesson to talk about importing new data
into the Leads area of Microsoft Dynamics CRM.

Importing New Leads

The Import from Microsoft feature includes the ability to import from an XML-for-
matted spreadsheet (*.xml), a text file (.txt), a common separated text file (*.csv),
and a compressed version of any of these (*.zip), but the easiest and most accurate
way to work with import is to start by populating a template for data import. To do
this, you select Templates for Data Import from the CRM Settings menu, under Data
Management.

The template can be used to enter and upload bulk data for a particular entity via
an XMLSS format. In addition to creating blank templates, you can bulk export the
existing data for an entity into the XLMSS format from the Microsoft Dynamics CRM
Database. Once you export the data, you can make changes and updates to the
existing records or add additional records to the file and then import it back into
Microsoft Dynamics CRM.

There is a template available for almost all entities within Microsoft Dynamics CRM
2011, as shown in Figure 6.1.

One example of a template for import is an Excel spreadsheet that has predefined
columns for name, address, and telephone. Users who use this template then simply
add their data to the Excel spreadsheet in the order in which Dynamics CRM expects
it and then use this template to pull data into the Leads entity.
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An imported XML-formatted spreadsheet can be used as a basis for importing leads,

as shown in Figure 6.2.
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If you have recently purchased a list of leads from an external source, you can take
advantage of a Microsoft Dynamics CRM tool that imports data from any file that is
formatted as a comma-separated-value file. You will see people refer to this type of
file as a “CSV” file, but the general gist is that all values in the file are separated by
commas, and the set of data ends with a carriage return. The system and wizards
can therefore understand where one piece of data ends and the next begins, as well
as when one record of information ends and another begins. This file is also an
industry standard, so if you purchase data from another company or if you get a list
of leads from a trade show, you will most likely be getting that list in either
Microsoft Excel or CSV file format. In addition, you can save any Excel file as a CSV
file. If you use a field separator in your data, such as the comma in “Smith, Smith
and Jones LLP,” you must also enclose the field in a data delimiter, such as double
quotes. The following example shows what a few lines of a CSV file might look like:

Name, Topic, Phone Number
John Doe, Interested in large purchase, 425-111-1111
“Smith, Smith and Jones LLP”, Dropped by booth, 425-333-2222

Figure 6.3 shows that the Microsoft Dynamics CRM Data Import Wizard lets you
choose what separators are used in your CSV file.

B Import Data Wizard — Webpage Dialog L x|
Review File Upload Summary @ el

The following data will be imported into Microsoft Dynamics CRM,

| L 1 file uploaded.

[ File Name size

Leads.csv 1KB

[ZiDelimiter Settings

Seledt the field and data delimiters. If there is more than one file, these delimiters
will be applied to all files that you want to import.

iFle\ddellmrter: [commat.) = |
Data delimiter: [Quetation mark (*) =1
I First row contains calumn headings
Back | [ dedt | [ concal |
http:/f to: [€& Local intranet | Protected Mode: Off [ 4
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The other key item that you want to be careful of when preparing or reviewing your
data for import is that the system cannot always digest special characters. For
instance, @, #, &, and * often have other meanings to computer software, and if
they are embedded in your data, they can cause the system to choke. International
characters can have the same effect. Microsoft Dynamics CRM will check for charac-
ters that are not agreeable and will not upload data that does not fit.

What Data to Capture and the Import
Process

There are a number of different drivers for putting data into Microsoft Dynamics
CRM. These may range from entering basic contact information to logging specific
areas of interest or market sector information. Among the benefits of importing data
(either individual contacts or businesses) into the Lead entity is the ability to easily
qualify and convert a Lead entity to a Contact entity or Account entity, with all the
associated relationship information. Entering this information manually as Contact
entities and Lead entities entails creating individual records for both and associating
them as primary contact and parent account. We will cover this qualification and
conversion process later in this hour.

As an example of when to import leads into the Microsoft Dynamics CRM system,
imagine the need to import data after a trade show or when a list of potential leads
has been purchased and the interest list can go on. There is often a need to import
data when a new staff person is hired or when a merger or an acquisition occurs.
With each need and interest, it is important to consider which tool to use to import
data because each tool offers different advantages.

The Data Import Wizard: Data Mapping

The Data Import Wizard enables end users to map Microsoft Dynamics CRM data
fields to fields represented in the import file. For instance, if you know that the first
field in your import file is Company Name (because the first column in your Excel
spreadsheet is Company Name), your map would associate the first field in the import
file to the company name in Microsoft Dynamics CRM. Figure 6.4 illustrates this.

Another consideration is where in Microsoft Dynamics CRM do you want to import
this data? There are numerous choices, but for this discussion, you are importing
this data into Lead entities. You are actually mapping Company Name in your
import file to Company Name in the Leads entity, as you saw previously.
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| 4. Map the unmapped fields, and then continue,

= Required Fields
[onpargtine Bl Company Name
Last Name - Last Name
Topic - Topic
Optional Fields
First Name [Firsthame =]
[Nothappea =1
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Full Name

e I I o]
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Let’s look at a data mapping from the Data Import Wizard by following a process of
importing a CSV file that contains two leads into the Leads entity in Microsoft
Dynamics CRM:

1. From the Leads Records entity, select the Import Data drop-down.
2. Choose Import Data. You now see the import screen shown in Figure 6.5.
FIGURE 6.5 5[

Starting a data Upload Data File @ Heip
import.

Select a data file to import into Microsoft Dynamics CRM.

Data file name:

Browse...

Supported file types: XML Spreadsheet 2003 (xmi), .csv, b,
and zip

__ﬂea‘t __;aru::l

[http:/ [€& Local intranet | Protected Mode: OFF Iz
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3. Tell the system the name of your import file and where it is located. The
next screen confirms the file chosen and allows you to set how the data is
delimited. Is the data separated by only commas or by commas and
quotes? Are the quotes single quotes or double quotes? This screen also
allows you to define the first row in your CSV file as the column headings
row—and this is vital for the next stage of mapping.

4. You then proceed to the next screen (see Figure 6.6). This screen allows you
to choose predefined mapping for import or automatic. In this case, choose
Default (Automatic Mapping) and click Next.

2} Import Data Wizard -- Webpage Dialog Ll x|

Select Data Map @ Help

Before you data can be imported, it must be mapped to the data in Microsaft Dynamics CRM. You can let the
system map your data automatically, or you can select a data map to specify how your data will be imparted.

Si:remDu!u Mai:
| Defauit (Automatic Mapping)
For Generic Contact and Account Data
‘ SampleDataMap
Data Maps for Salesforce.com
For Contact and Account Report Export
‘ For Full Data Export
For Report Export
| Data Maps for Microsoft Outicok Business Contact Manager
For BCM 2010

Back | [ mext |[ cancal |

Intip € Local intranet | Protected Mode: OFF Tz

5. Choose Leads for the record type to import to (see Figure 6.7).

6. Map the fields as shown in Figure 6.8. Essentially, this stage involves bring-
ing together the two parts of the import—the CSV file and the Lead Entity
record in Microsoft Dynamics CRM. Figure 6.8 shows the source columns
from the CSV file and the CRM fields, some of which are already mapped!
If the Source Data columns are identical to CRM fields, the import process
automatically maps them.

Full Name

Notice that Full Name has been ignored. The source CSV file had a column con-
taining the full name of the lead, along with columns for first name and last
name. The lead record in Microsoft Dynamics CRM only contains these options,
so you can safely ignore this column.
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FIGURE 6.7 |
Selecting a map Map Recard Types @ kel
record type.

Map the source data files to the target Micrasoft Dynamics CRM record types. If a source file cannot be mapped
to an existing record type, you ean create a new record type or choose to skip importing the data.

‘ € The data files have been successfully mapped to the target Microsoft Dynamics CRM record types.

Source Data Files Microsoft Dynamics CRM Record Types
v Leads

i
Inttp:ffer

FIGURE 6.8 =
Mapping fields. Map Fields @ Help

Select the Microsoft Dynamics CRM recard type and map each souree field to a target Microsaft Dynamics CRM
field, We suggest that you map all the required fields before you click Next.

| 4. Map the unmapped fizlds, and then continue.

RM Record Types Source Fields CRM Fields Show All

L. Lead Required Fields
| Company Name
Last Name = | Lastiame
e B Topic
Optional Fields
First Name [Firsthiame =]
Full Name t [Notmappea =]
Phone Number | L [NotMapped =l |
Source ! =
m ] [ [ ]
http: acal intranet | Protected Mode: Off I
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7. In Figure 6.9, map a piece of data called source in the data file to the Lead
attribute (field) source, via a drop-down list. If the data does not exactly
match items in the list, you must tell the system how the data in the source
field maps to items in the source drop-down list attribute in Microsoft
Dynamics CRM.

kS FIGURE 6.9
Map Fields @ Hetp Matching drop-

down list items.

Select the Microsoft Dynamics CRM record type and map each source field to a target Microsoft Dynamics CRM
field, We suggest that you map all the required fields before you dlick Next,

‘ 1. Map the unmapped fields, and then continue,

e

1, Lead Required Fields

Company Name

Last Name

Topic

Optional Fields

First Name First Name ¥

Full Name

Phone Number

! |lead Source [Option Set) ~

Source

Source Option Values CRM Option Values
Trade Show [iadeshow |
0K Cancel
Back ‘ | Next | ‘ Ccancel ‘
hto: [6& Localintranet | Protected Mode: OFf 2%

8. Review the mapping and edit the mappings as needed.

9. Tell the system who will be assigned as the owner of the lead after data is
imported and whether duplicate records should be included (see Figure
6.10). Note that almost every core record within Microsoft Dynamics CRM
has an owner. This owner could possibly be a specific user or the system,
depending on the type of entity. With regard to leads, the owner is a specific
Microsoft Dynamics CRM user.

10. Save this map for future use. Call this map Trade Show Map because this
might be the sort of data you import on a regular basis after trade shows.

You can view the import process results by navigating to Imports (see Figure 6.11).
Figure 6.12 and Figure 6.13 show how the import process appears when completed.
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FIGURE 6.10 | 3 mport Data wizard —webpageialoa [=]

Assign leads Review Settings and Import Data @ Help
and check for
duplicates. Review the default settings, make the necessary changes, and submit the data for import

Allow Duplicates

* o
© Yes

Duplicate records will be determined based on the duplicate detection settings
in Microsoft Dynamics CRM,

Select Owner for Imported Records
§ First name Last name. o)

This user will own the imported records if the records do not cantain owner
informatian or if the records cannot be assigned to the specified owners.

Data Map Name (optional)

[trade Show Map

Save this data map for future imports,
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You can also display the new records as a list of new leads, as shown in Figure 6.12.
Figure 6.13 shows the data that was entered into Microsoft Excel and how it looks in
the Leads view.
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You can also select a specific lead and drill down into the details, change the details,
or add to the details that were uploaded. After leads are imported, the sales process
usually goes through a qualification process. After a lead is qualified, the Lead enti-

ty is converted to an Account entity.
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FIGURE 6.14
Distribution of
leads workflow.
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Microsoft Dynamics CRM can also automate the process described here, using the
features and functionality of the Microsoft Windows Workflow Foundation (WWF).
Hour 16, “Workflows: Creating Simple Workflows,” focuses on creating simple work-
flows, but it is worth mentioning here that the system can be designed to automati-
cally kick off an automated sales process when a Lead entity is converted or when an
Opportunity entity is created.

Distributing Leads

When a lead is entered into the system, core information can be used to distribute
this lead to the appropriate salesperson. Microsoft Dynamics CRM can be configured
with business rules using workflow functionality that kicks in when a lead is created.
For instance, if a lead has a zip code that begins with a specific set of numbers, a
workflow rule can automatically change the sales territory or owner of that new
Lead entity to the appropriate sales territory or salesperson. Another example might
be if a lead also includes the industry the lead is part of. In this case, you might
have salespeople focused on managing leads for each industry.

Figure 6.14 shows an example of a simple workflow set up to associate all leads with
a zip code starting with 05 to a specific salesperson.

When you get to Hour 16, remember this example. The concept of changing the
owner and sales territory of Lead entities when they are created is a great workflow
to start practicing with.
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A Deeper Look at Leads

After a lead is imported, the details can be fine-tuned and changed. Figure 6.15 shows
the General section of a Lead entity. Before any configuration, the Lead form is made
up of four sections: General, Detail, Notes & Activities, and Preferences. You can also
add more sections, remove sections, or add more data fields to existing or new sec-
tions. There is also a section at the top of the form called the header that can contain
a summary of information from other areas of the Lead entity for quick reference.
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El oistag Sessions

%L Local ntranet | Frotected Mode: Off IFEIET

Let’s discuss four fields on the Lead entity: Topic, Currency, Rating, and Details.

If you are looking at a long list of many leads, the Topic field helps distinguish two
leads with exactly the same information. For instance, you might have two leads
with different contacts, but perhaps they work in the same company. The Topic field
can be renamed through system customization; however, it cannot be removed.
Given that the Topic field is a required system field, some consideration is needed to
decide how your company wants to use Topic. Some examples for Topic include
where the lead came from, how the lead is categorized, and to what division the
lead is assigned.

The next field worthy of discussion is the Currency field. In Microsoft Dynamics
CRM, you can assign different currency to different Leads. This enables a global cor-
poration to track local leads in the currency of the country where the lead is being
worked. Currency also impacts other entities in the system that are associated with
money, such as Opportunity, Quotes, Orders, and Invoices. When setting up system
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FIGURE 6.15
The General
section of a
Lead entity.
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FIGURE 6.16
The Details
section of a
Lead entity.
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configuration within Microsoft Dynamics CRM, you can enter a currency-conversion
rate table. The currency-conversion rate table does not automatically update, but it
can be manually changed as needed.

The Rating field on the Lead entity has a drop-down that contains the options Hot,
Warm, and Cold. The value on this field maps to the Opportunity entity during the
conversion process. This rating helps a salesperson prioritize leads when making
decisions regarding which lead to call first to qualify and flows through as an indica-
tor on the Opportunity entity to offset the core sales funnel analysis fields, such as
estimated close date, sales stage, and percent probability. If a lead or an opportunity
is cold and the estimated close date is within a couple weeks or days, the sales man-
ager might want to have an offline discussion with the salesperson.

Finally, there’s the Details field. It is tempting to use the Details field for notes; how-
ever, the field is limited in size. The best use of the Details field is for a brief profile of
the company with which the lead is associated. This profile might be a cut and paste
from the company’s website, or it might just be local knowledge. Figure 6.16 offers
an example of the Details section of a Lead entity.
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Notice that, in the Details section, the last field displayed is the Source field. This
field is very important if you want to analyze where your leads came from. We
recommend you move this field to the General tab and set it as required.

The next section we are going to look at is the Preferences section, shown in Figure
6.17.
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The fields in the Preferences section document business process compliance when in
the qualifying stage—items such as whether the lead has requested that you do not
call them but you are allowed to send them information via e-mail. This field can
also document whether the lead should be flagged for a certain marketing campaign
to heat them up a bit, or perhaps marketing materials have been sent to them and
you want to flag and show the last campaign this lead was included in. In addition,
if this lead was acquired through a new marketing campaign, the Preferences section

[
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displays what source campaign generated the lead.

Mapped Data

nity entity.

Activities and details on a Lead entity do not necessarily get copied to the
Account or Opportunity entity during conversion. If you are going to be working on
a Lead entity past the qualification phase, you should convert it so that your
detailed activities, notes, and work are organized around the Account or Opportu-

From Lead to Account: Conversion

Figure 6.18 shows the change from Lead entity to the more complex Account entity

and related entities.

Microsoft Dynamics CRM has a conversion process that takes a flat Lead entity and
expands it to the dimensions needed to track a complex company and sales process.
A Lead entity can be converted into an Account entity, a Contact entity, or an
Opportunity entity. You have the choice of converting a Lead entity to all three or
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FIGURE 6.17
The

Preferences
section of a
Lead entity.
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FIGURE 6.18
From lead to
prospect.
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any combination of the three. Depending on the company, you might find that all
three entities are used or that only one is used. Even within the Microsoft Dynamics
CRM Community Discussion Forums, you will see many different debates on this

subject.
Lead
Lead
Account (Prospect)
Account
Activity Activity
( I N\
Contact Contact Opportunity
& J
Activity History Activity

—

History

Once a Lead entity is converted, a sales process can kick off, a salesperson can add
more contacts, and any other numerous activities can be associated. With regard to
the Opportunity entity, you are kicking off an Opportunity entity that tracks the dol-
lar value of the potential sale and other key sales information; this entity lives in
the sales funnel until it is closed and relegated to history as won or lost.

Figure 6.19 shows the choices you have when converting a Lead entity.

In Figures 6.20, 6.21, and 6.22, you can see the Account, Contact, and Opportunity
records that created from the conversion process of the Lead entity in Figures 6.18
and 6.19.

Although Microsoft Dynamics CRM enables users to import leads and then convert
Lead entities to Account, Contact, and Opportunity entities, the feature does not
have to be used as part of your sales process. You can enter an Account entity, select
Contact from the left navigation pane, and enter the Contact (which can autopopu-
late with Account entity details). Later, when you are ready, you can create an
Opportunity entity to track the promised deal.
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FIGURE 6.21
The created
contact. Notice
that the Topic
field and the
Description
field in the
Opportunity
entity are popu-
lated with data
from the Lead
entity.

FIGURE 6.22
The created
Opportunity
entity.
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The Lead entity feature offers a few key benefits. The first is the ability to keep the
long, long list of unqualified leads separate from your shorter list of qualified
accounts of type Prospect. The second is that it offers some efficiency around creat-
ing new Account, Contact, and Opportunity entities. It also offers a flat normalized
table for data import that is similar to a user’s experience with Excel and allows for
field matching with a commonsense approach. The third reason is that this qualifi-
cation and conversion process yields vital information with regard to your business
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Workshop

process. It enables you to report on how many Lead entities were created and then
qualified to Opportunity, Account, and Contact entities; what you find might, for
example, indicate the benefit of a campaign.

Like many other Microsoft products, Microsoft Dynamics CRM gives you many
choices when it comes to the business processes you decide to use.

It is important to note that while Lead entities can be seen as a temporary area to
store potential sales, they should be treated with the same care as the more valuable
Opportunity entities. For a sales manager, it is important that every lead coming into
the company be processed and either qualified or disqualified. If a lead is disquali-
fied, that the company should track the reason why it was disqualified so the next
time a lead like this comes in, the sales team might be able to transform it into a win.

Workshop

Smith Incorporated is a company that sells manufacturing products to auto body
shops around the world. On a regular basis, the marketing department at Smith
Incorporated purchases lists of leads that include all the new auto body shops in the
United States. The lists that it purchases are downloaded and are in text file format.
The marketing department takes the list, opens it in Microsoft Excel, and adds a col-
umn labeled Source. It populates the Source column with the name of the list it pur-
chased. The department also deletes one or two columns of the spreadsheet that con-
tain data that it can immediately see is not of interest. When it finishes the review,
the department saves the file as a CSV file and imports it into the Leads entity of
Microsoft Dynamics CRM.

After the leads are imported, they are assigned to specific salespeople within Smith
Incorporated, based on zip code. The salespeople schedule activities and start making
their calls, or the built-in workflow system automatically creates a set of activities,
prioritizing the calls based on the rate associated with each lead. When a salesperson
completes a call, he or she completes the Phone Call activity and either schedules
another call or converts the lead based on the conversation. When a lead is qualified
through a phone call and a positive conversation with a contact, the Lead entity is
converted to an Account, Contact, or Opportunity entity. If the Lead entity is disqual-
ified through a conversation, the Lead entity is run through the conversion function,
and it is closed as disqualified; the reason for disqualification is entered into the Lead
entity.

New opportunities that are created kick off an automatic sales process, starting at the
first sales stage, which has four associated activities: update estimated close date,
probability percentage and rating, follow up with prospect by sending requested ini-
tial sales material, and confirm that the Lead received and reviewed the information
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and is ready for an appointment. The goal of the first sales stage is to start the sales
process and further qualify the lead. The second sales stage includes activities associ-
ated with meeting the prospect face to face.

. Is it necessary to use Lead entities? Or can we bypass that feature?

. You can bypass Lead entities, but you might want to add a Source field to

either the account or contact to capture where your new accounts or contacts
came from. Traditionally, Source is part of the Lead entity.

. l uploaded a spreadsheet into a Leads entity incorrectly, and | now want to

delete everything | uploaded. Is there an easy way to do this?

. Yes. In Microsoft Dynamics CRM, if you have the right security you can select

the first lead and the last lead you want to delete and then click the black X.

. 1 did a data import, but all the data in my Excel spreadsheet is not in the

Leads entity. What happened?

. Microsoft Dynamics CRM keeps track of which leads were uploaded and which

were failures. Under Imports in the left navigation pane, you can change your
view to Completed Imports. Then you can double-click an import to choose it
and show more details, including documented failures.

. We want our leads to be associated to a specific salesperson, depending on

the state. Is this supported?

. Yes. Microsoft Dynamics CRM supports this scenario by offering users the option

to define workflow rules that can be applied after an import is completed.

Quiz

1. What are the four fields on the General tab of a lead that are worth more con-

sideration?

. How do you use the Lead Topic field? What are some examples?
. How does Lead rating relate to Opportunity rating?

. Can data be imported into other record types?
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5. Why does the system support a lead and a prospect, and why are they
different?

6. What are possible data separators?

Answers

1. Topic, Currency, Rating, and Details are the four fields.

2. The Lead Topic field is used to help classify different leads (for example, two
leads from different contacts at the same company).

3. The lead rating can map to the opportunity rating and can indicate how
active, hot, or cold the lead is.

4. Yes, data can be imported into a variety of record types, including Account,
Contact, and Lead entities.

5. A lead is an unqualified prospect. A prospect is a classification of a type of
account and associated contacts. A lead is an entity.

6. Possible data separators are a comma or a comma and quotation marks.

Exercise

Create a data file using Microsoft Excel. Include the company name, contact name,
contact address, telephone number, e-mail address, web page, and source. Save this
file as a CSV file and import it into Microsoft Dynamics CRM. During the import,
map each of your fields from your Excel file to fields within the Lead entity in
Microsoft Dynamics CRM. Notice that you have to upload a sample data file and, if
you have not added a header row to your Excel spreadsheet, the sample data file
might be a bit tougher to map to the Lead entity. You might also notice that it is ben-
eficial to have a first name column and a last name column in your data file
because the Lead entity has the name split into three fields. For the Topic field, map
the company name and the source. Notice that you can map two fields to create a
merge effect.

After the leads are imported, check the system messages. Did all the leads get
imported, or were there errors?

Now, open one of your new leads and populate a few more fields. Now try converting
it to an Account entity, a Contact entity, and an Opportunity entity. What data gets
moved during the conversion?
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HOUR 7

The Account Entity in More
Detail

What You’ll Learn in This Hour:

Entering data: the Account form
Account data

>
>
» How the Account entity relates to a few other entities
» What the Account entity can impact

>

How the Account entity can be redefined

In this hour, you will master the framework and architecture used throughout the
application for data capture through the use of a data entry form. In addition, you
will learn what pieces of the form offer options for more usability and what areas
connect to related data.

Entering Data: The Account Form

Figure 7.1 shows the initial Account form. This is what you will see when you create
a new Account.

The details on an Account form include common information, such as address and
telephone numbers, and also some very specific industry or audience niche informa-
tion. Figure 7.1 shows an example, but let’s dive into more detail.

The Account form is built with a number of different building blocks, all of which
offer different options. Forms such as the Account form appear in their own window,
and you can open many forms at once. This ability to open many forms at once is a
difference between Microsoft Dynamics CRM and other CRM systems. In Microsoft
Dynamics CRM, you can be working on many of the same entities or a combination
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FIGURE 7.1
The Account
form.
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of entities at the same time. If you want to enter three new Account entities, for
instance, you can have three Account forms open. Microsoft Dynamics CRM gives
you the option of the multiple-window experience when working with forms. You
will grow to love this if you are a multitasker or if you leverage the power of instant
messaging and carry on two, three, or four conversations at once. In addition, tak-
ing advantage of newer hardware technologies, such as using multiple monitors or
using a new much larger monitors, really emphasizes the power of this feature.
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The ability to open many forms at once could confuse and frustrate you if you are
not a multitasker and if you are only comfortable with having one window open at
a time. You can avoid this confusion by understanding this feature and choosing to

use it or to not use it.

The Left Navigation Pane

The first building block of a form is the leftmost menu, which is called the left navi-

gation pane (see Figure 7.2).
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The left navigation pane contains a list of all the related entities. (Remember that
we discussed those entities [record types] in Hour 1, “What Is Microsoft Dynamics
CRM?”) These listed entities have a close and direct relationship to the displayed
entity (Account), and these related entities are served up with a filter. When one of
the left navigation pane entities is selected, the information that is available is
specifically for the displayed Account entity. If you select Contact, the contacts dis-
played will be only those contacts associated with that account. In addition, if you
select one of these entities and create a new entity, such as a new contact, all infor-
mation from the selected account is available to the system, and the system prepop-
ulates the related fields in the new entity. For instance, if you open an account and
then select Contact, New, you will see that the contact’s address is prepopulated with
the account’s address, and the parent account is prepopulated with the account
name. This saves on data entry effort. An example of other related entities to the
Account entity are Activity, Contact, Opportunity, Subaccount, More Addresses, and
Case. Figure 7.3 shows the main entry form for the Account entity.
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FIGURE 7.3
The Account
entity’s main
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The Main Entry Screen

The second building block of a form is the main entry screen. This is your work
area, where you enter data. The main entry screen displays a list of different fields
for data entry. These fields are specific to the Account entity and include default
fields that come with the system—such as Name, Address, Phone Number, and
Parent Account—but can also include fields that were defined during the setup and
configuration of your Microsoft Dynamics CRM system. Most default system fields
can be turned off, and some default systems fields are available, but are not often
used, and as such Microsoft ships them as not displayed. You can choose to display
them when you configure the system. Figure 7.4 shows the Account form; notice the
sections in blue in the top-left corner of the form, under the word “Information.”

The main entry screen is a long, scrollable form that is also organized by sections,
and each section can have different data fields on it. When the system administra-
tor configures Microsoft Dynamics CRM, he or she can eliminate or add sections to
each form. Each section within a form contains other sections of related data fields
and can be configured to be open or closed when the main form is displayed.
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Account Data

Account data is divided up into a number of different sections. Let’s take a look at
each of them.

The General Section

The General section of the Account form is shown in Figure 7.5. This section con-
tains specific fields that are worth a closer look. These include Parent Account,
Primary Contact, Relationship, and Address Phone Number.

When it comes to data fields on the Account form, including the General section, a
few require a good explanation. The first field in the General section that needs
explanation is Primary Contact. In Microsoft Dynamics CRM, you can have an
unlimited number of contacts associated with an account; however, for each
account, you have the option of selecting only one primary contact. This primary
contact displays on account-specific views and in other locations such as an
account-centric report. The Primary Contact field can mean different things to differ-
ent companies and can even be renamed. An alternative name might be Key
Decision Maker, Primary Buyer, or Company Champion. The primary contact could
be any number of different people, such as the main decision maker, the chief
financial officer, or the key target. The decision about who to associate with the
Primary Contact field in smaller clients is usually relatively simple; however, in larg-
er prospects or clients, choosing just one primary contact for an account can be
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much more difficult. Not to worry: Microsoft Dynamics CRM offers a huge variety of
options when it comes to configuring, customizing, and capturing and creating
associations and relationships.
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The next field that is worthy of mention and discussion in the General section is
Parent Account. For any given account, there can be an assigned parent account.
The Parent Account field is not required, but if entered, it offers a tree of related con-
nections. Parent accounts are no different from accounts, so a listed parent account
can also have a parent of its own. In this way, you can capture a hierarchy within a
corporation or other hierarchies, depending on the situation. A parent account
could be corporate headquarters, and the account could be a division office. A local
store could have a parent account of regional headquarters, and a regional head-
quarters account could have a parent account of U.S. operations. The list is almost
endless. As a paradigm shift, if you were capturing car dealerships and Car
Manufacturing plants within the system, the parent account could be the
Manufacturing Plant where the car dealership purchases the cars, and the current
account could be the car dealership where a specific car is residing.

There is a Phone field listed under Address. This is the address phone number and is
placed and captured here as references to the phone number a company, such as
FedEx or UPS, would use when trying to deliver a package. The delivery fields in the
General section can be turned off and are often not needed (depending on the
model of the business using Microsoft Dynamics CRM).
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Finally, the Description field is a little deceiving because it is a text field, but it is
limited in size. If you were thinking of using the Description field on an ongoing
basis to add notes, for instance, be aware that you will run out of space. The
Description field is much more appropriate as a corporate profile or a place to put a
brief summary of the account. Notes, on the other hand, are unlimited. We talk
more about notes in a bit.

The Details Section

Figure 7.6 shows the Details section of the Account form. Within this section are
some key fields worth further discussion, including Industry, Territory, Relationship
Type, and Price List.
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The Details section also has a number of fields that are worth detailed discussion.
Microsoft Dynamics CRM comes with a long list of industries for the drop-down list
associated with the Industry field. Some examples include Eating and Drinking
Places, Public Relations, Durable Manufacturing, Financial, Wholesale, and Social
Services. The Industry field is similar to Standard Industry Codes (SIC) or North
American Industry Classification System (NAICS), but it is more focused on the
description you might use for the account as opposed to a recognized standard. SIC
is also a default and available data field associated with the account. If Industry is
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important to your classification and firm, one option is to set up the industry drop-
down list to correspond with the descriptions associated with the SIC code. Another
option is to let Industry indicate how your sales team would classify the Account
and then complement this with a SIC or NAICS classification. Industry, SIC, NAICS,
and other similar fields tend to be used or not used depending on the company
using Microsoft Dynamics CRM. When setting up Microsoft Dynamics CRM, it is
important to ask the right questions to get input on this specific area.

Territories in Microsoft Dynamics CRM are defined by the company using Microsoft
Dynamics CRM and are set up by selecting Settings, Business Management and then
Sales Territories. Territories can be adjusted, added to, and changed. Territories are
not just a defined acronym and association; each also has functionality and associ-
ation to other information in the system.

More Details on Territories

Figure 7.7 offers a look at how territories are set up in the system.

Territories

| want to take a slight detour and give you just a little more insight into territories.
If you look at Figure 7.7, you will see that a territory has associated with it a terri-
tory manager and an association to an unlimited number of members. Members
are users in the Microsoft Dynamics CRM system, such as salespeople who are
associated to a specific territory. So, a territory could be associated with a spe-
cific account and a specific set of members (or salespeople). This association
greatly expands what you can do with reporting or views, which we discuss in later
lessons. You can also define specific processes and associate them with specific
changes to territories. You can see the word Workflows in the left navigation pane
in Figure 7.7. Workflow is the automation of a business process, and many com-
panies have territory-specific workflow processes.

The Relationship Type field is a customizable drop-down list of options. From a pre-
configuration standpoint, it contains the following default items: Competitor,
Consultant, Customer Investor, Partner, Influencer, Press, Prospect, Reseller, Supplier,
Vendor, and Other. The Relationship Type field allows you to describe what this
account is with regard to how it relates to your company. The most common rela-
tionship types are Prospect and Customer.
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The Contacts Section

Figure 7.8 shows the Contacts section of the Account form. This section of the form
assists user productivity by showing only the contacts within the specific account
that are owned by the user viewing the form. You can also change the view selected
in the grid by clicking the drop-down list to the right of the contact’s icon at the top
of the grid.
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The Notes & Activities Section

The Notes & Activities section is definitely worth talking about. Microsoft has added
an Activities list that displays the open activities for the account and related con-
tacts. This list summarizes all the activities open for any contact in the account.
Next, a scrolling panel of notes appears under the activities.

If you don't like the notes all the way over in this fourth section, or if would like the
notes window to be a little larger, you can adjust it. Users who are accustomed to a
flatter CRM system seem to prefer to have notes on the first section. The placement
of notes within a form is not specific to an individual so consensus among the team
using the form is required.

In true Microsoft fashion, Microsoft Dynamics CRM is packed with choice. This can
make the system more complex but also more flexible. When it comes to choice in
notes, you need to decide what your business process will be with regard to where
notes will be captured. Do you want to capture notes on the Account entity, the
Contact entity, the Opportunity entity, the Activity, or all of the above? Perhaps you
want to only add profile type notes to the Account entity and you want to add very
specific detailed notes to each Contact entity it relates to. You also have to decide
between what goes into Description (or if Description is even turned on) and Notes.
At the Account level, Description is a great place to put the account profile (often
from the account’s website), for instance, but at the Contact and Activity levels, it
gets a bit more difficult.

Figure 7.9 shows an example of the Notes tab with two different notes entered.
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Can | Get an Executive Summary? ow?
| can hear your question now: Is there an executive summary on the account that
pulls all the associated notes from associated contacts, activities, opportunities,
and more onto one display? The answer is yes and no. Microsoft Dynamics CRM
does not currently come with an executive summary of all notes for a particular
account; however, numerous third-party solutions offer this, and it is something
that can be built with development resources if you want to build it yourself. In
addition, with the right business process, it does not become an obvious need.
The Preferences Section
Figure 7.10 shows the Preferences section of the Account form. Fields worthy of fur-
ther discussion in this section include Owner, Originating Lead, Price List, and Last
Date Included in Campaign.
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In the Preferences section, the first data field that jumps out is the Owner field.
Notice that next to the owner is a small red asterisk (*). This red star indicates that
this is a required field. The owner must be a Microsoft Dynamics CRM user or a staff
member at the organization using Microsoft Dynamics CRM. The Owner field is one
of the security controls that can be used to determine who has access to which
Account entities. The Owner field also drives a number of reports and views. You can
rename the field called Owner, but you cannot eliminate this field because it is
required by the system. Some examples of renaming the owner might be to rename
it to account manager or the primary salesperson, or the assigned customer service
representative.

www.it-ebooks.info


http://www.it-ebooks.info/

154

HOUR 7: The Account Entity in More Detail

In earlier chapters, we talked briefly about a lead versus an account prospect. When
a Lead entity is entered into the system, it can be converted to an Account, Contact,
and/or Opportunity entity. The Originating Lead data field is a system field that dis-
plays where this Account entity came from if it came from a Lead entity. A system
field is a data field that the software keeps updated automatically. As a reminder,
the best way to think of a lead is as an unqualified contact.

Last Date Included in Campaign is another system field. When you use the Microsoft
Dynamics CRM campaign features, the system captures and tracks the last date that
this account was associated with a campaign. It then displays this field in the
Administrative section of the Account form. This is useful when thinking about the
account either because you want to include it in a new marketing campaign or you
are interested in calling and following up with that account regarding the last mate-
rial that was sent.

How the Account Entity Relates to a
Few Other Entities

Account is a core entity in Microsoft Dynamics CRM. It has numerous other associa-
tions to other entities. Let’s look at a few of these other entities and the relationship
they have to Account.

Contacts

Account relates to a number of other entities, and each relationship is slightly differ-
ent. The first, and possibly the most obvious, relationship is the relationship between
an Account entity and its various Contact entities. An Account entity can have an
unlimited number of associated Contact entities. In addition, within an Account is an
optional primary contact. The primary contact appears on account-specific views and
reports, whereas all the other contacts might not. This keeps the account reports and
views cleaner and easier to read. Another feature within the relationship between
Account and Contact is the ability for the Account entity to share information with a
new Contact entity when a new Contact entity is created from the Account form. This
reduces user data entry and maintains data integrity. For instance, when a Contact
entity is created after choosing the Account entity, the account address details and
account name are duplicated to the new Contact entity. If the Contact entity is creat-
ed without the Account entity open, data will not populate.
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Other Accounts: Parent Account and Subaccounts

Subaccounts can be used when setting up an account that is a subset of a larger
account structure, such as an umbrella company or a very large corporation that has
different accounting practices. Figure 7.11 shows an example of using subaccounts.

FIGURE 7.11
Corporate Account A subaccount
example.
Headquarters A
Regional Account B Account C
g Parent Account Parent Account
Centers “p” A7
( )
Local Account D Account E Account E
Parent Account Parent Account Parent Account
Stores . o oo
. J/
You don’t have to use subaccounts because you can set up an account as a parent,
and each parent account can have a parent, and so on. Figure 7.12 shows an exam-
ple of a parent account structure.
FIGURE 7.12
. Account A A parent
HOldIng Holding account
Company Company example.
Corporation Subaccount Subaccount
P Corporation A Corporation B
Contacts Contact Contact

What the Account Entity Can Impact

Account is one of the core entities within Microsoft Dynamics CRM, and it is related
to many other entities. The Account entity has an impact on many other functions
and features in Microsoft Dynamics CRM. Therefore, if you are thinking of renam-
ing the Account entity, consider a few things.
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First, consider the fact that features that you might not want to use today might be
features you want to use tomorrow. If you decide to rename Account to Prospect and
set up some other database structure for Client, for example, the entire service mod-
ule prebuilt within Microsoft Dynamics CRM is semi-useless because it would be tied
to Prospect rather than Client.

Other features and functions are also built on the core building block account,
including the connections function, the contract features, the service calendar, and
even such functions as duplicate checking and inactivation. The Account entity is a
key building block in the greater scheme of Microsoft Dynamics CRM.

Introducing the GUID

The Account entity also has a globally unique identifier (GUID) which can be used
to connect many different systems. It can be used to tie to an account-specific
document folder created and maintained in Microsoft SharePoint to the account
in Microsoft Dynamics CRM. It is also used by third-party independent software
vendors (ISVs) who offer Microsoft Dynamics CRM plug-ins and add-on
applications.

When working with Microsoft Dynamics CRM, it is easy to get lured into changing
and adding everything. However, without good vision into the long-term impact, it is
always good to talk with an experienced Microsoft Dynamics CRM architect first. At
the very least, post your ideas to the Microsoft Dynamics CRM forums and see what
type of feedback you get from the field.

How the Account Entity Can Be
Redefined

Software Architecture Insight Could Be Helpful

The following text shows major changes to the Microsoft Dynamics CRM system
that do not require the experienced skills of a software developer or software
architect. Reproduce at your own risk.

The first two lessons of this book provide a few hints about how the Account entity
can be redefined, but let’s take a deeper dive now that you understand that chang-
ing the Account entity has wide-ranging impacts.

Say that a company purchases buildings and then hires a rental management
company to handle the leasing of the offices within the buildings. In this particular
case, the company wants to track all the buildings as the core building blocks of its
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system. After careful consideration by the Microsoft Dynamics CRM architect and
review of the implications with the client, the Account entity is renamed Building.

In Figure 7.13, you see that when you rename the Account entity, the top of the
screen displays the word Building, as opposed to Account. On the other hand, there
are specific data fields, which still have the name Account, associated with them. In
this particular example, the Microsoft Dynamics CRM system customizer would also
have to rename each data field (attribute) that has the word account as part of the
data field (attribute) name. There are only a few, but as you can see in Figure 7.13,
they definitely need to be changed. In addition to changing the entity title, you need
to consider the text associated with error messages, the names of any account-specif-
ic system views, and any reports that have account as part of any of the descriptive
information. Although this seems like a lot of information, the name of the Account
entity and all associated data fields can be changed fairly efficiently by using avail-
able tools and a dash of Microsoft Dynamics CRM experience.

[E==r= ﬁ FIGURE 7.13
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Workshop

A financial investment company, Wood Finance, has a staff of 10 financial planners.
Each planner has many relationships, specifically with consumers who work with
individuals from Wood Finance to manage their long-term and short-term invest-
ment portfolios. In addition, Wood Finance offers corporate discounts and corporate
“lunch and learn” seminars to corporations that offer the services of Wood Finance
to their staff members interested in more detailed financial planning.
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FIGURE 7.14

If the Account
entity is a fami-
ly surname, the
subaccounts
contain related
family sur-
names.
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Wood Finance uses Microsoft Dynamics CRM to manage its relationships. The
Account entity captures corporation details, and it also captures a family surname so
that families of individuals can be grouped and potentially viewed or reported on
together. Wood Finance uses the subaccount, and it uses it rather creatively. The com-
pany uses the subaccount to capture the details of other surnames within a family
tree. For instance, the Smith family has a master surname of Smith, which is an
Account entity within Microsoft Dynamics CRM; however, Mr. and Mrs. Smith have
two daughters who are both married. Wood Finance would like to track all that hap-
pens within the world of the married children, too, and it wants to track that the
married children have a relationship to the Smiths. A Subaccount entity has been
created for the James family in Microsoft Dynamics CRM for the James family
because Mrs. James is Mr. and Mrs. Smith’s married daughter.

Figure 7.14 shows an example of the building blocks in this family example.

“The Family”
as the Account Building Block
P ———
Smith Family
| |
)
Jones Family . .
Smith Family
(Daughter’s ) :
Family) (Son’s Family)
| | |
)
) Applegate Smith Family
Sovetamy | | ©assmers (Grendaons
y Family) Family)
-

Q&A

Q. We track NAICS and SIC, but sometimes we just want to associate a general
less standard industry. Is this possible?

A. Yes, you can track other industry codes and you have two choices. You can use
a drop-down list of industries that are common to your company, or you can
create a text field to capture any combination of typed-in text that describes
the industry.
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Q. Many of our accounts have a complex hierarchy of relationships to other
accounts. How is this handled?

A. An account can have a parent account, a parent account can have a parent
account, and so on up the ladder. You also have the option of associating sub-
accounts. Lastly you can use the Connections feature of Microsoft Dynamics
CRM to associate an account to any other account.

Q. We e-mail around a ton of attachments, but we do not necessarily want to
capture those attachments within Dynamics CRM associated with e-mail
tracking or notes. Can we turn off attachments?

A. Yes, you can block attachments.

Quiz

1. What are some of the impacts of changing the name of an Account entity to
something else?

2. Are Parent Account entities different from Account entities?

3. How are Territory entities related to an Account entity?

4. What are the four components of a form?

5. Why is the address phone number different from the main business phone
number?

6. How many addresses are attribute fields within the Account entity?

7. How many sections can you create on the Account form?

8. Would you enter your descriptive notes in the Description field or the Notes
field?

Answers

1. If you decide to rename Account to Prospect, for example, and set up some
other data structure for Client, your entire service module prebuilt within
Microsoft Dynamics CRM would be semi-useless because it would be tied to
Prospect rather than Client.

2. Parent account entities are not different from account entities.
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3. Every Account entity is associated with a Territory entity, and every owner of
an Account entity is associated with a Territory entity.

4. The four components of a form include the Left navigation pane, the Form
Assistant, the main entry form (orscreen), and sections.

5. The Phone Number field associated with the address is provided for delivery
companies such as FedEx and UPS.

6. There are two addresses that are defined as attribute fields within the Account
entity.

7. You can create more than eight sections on any specific form.

8. No, because the Description field is limited in size. The Notes field is not limited
in size and is designed for an unlimited amount of notes.

Exercise

Using Microsoft Visio, paper, or a large white board, diagram the following scenario.
The Wild Adventure Corporation (WAC) organizes tours of local nature preserves as a
team-building exercise for large local corporations. The WAC needs to keep track of the
nature preserves that it visits and the corporations that purchase its nature preserve
tours team-building services. How would you use the Account entity in this scenario?
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The Sales Funnel

What You’ll Learn in This Hour:

» Sales styles and choices
» Automating the sales process with workflow
» Editing an existing workflow

In this hour, you'll learn about the world of sales and how sales, sales processes,
sales funnels, and overall sales styles are tied to Microsoft Dynamics CRM. This les-
son dives into different industry sales methodologies, and it looks closely at what the
sales funnel is all about, what it is used for, and why it is important.

Sales Styles and Choices

It is hard to talk, think, and learn about Microsoft Dynamics CRM without some dis-
cussion about personal working styles. It is even more difficult to talk about the
application, as a true sales force automation or a customer relationship manage-
ment application, without discussing the impact of sales styles.

Sales Cultures and Styles

There are many different approaches to sales and the sales process. Two approaches
are to use a relationship-focused approach or to use a product-oriented approach.
Relationship-oriented salespeople, approaching a sale from a prospect-oriented and
personal perspective, place an incredibly high level of value on the relationships
that they have with individual contacts. In fact, many relationship-oriented sales-
people put the relationship above the immediate sale because they know that in the
long term, the return will be higher. Relationship-oriented salespeople have a very
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specific need to protect and grow their trusted relationships. They also strive to keep
all the details of all their various contacts organized and available so that they can
work on the maximum number of accounts and contact relationships. They are
interested in buzz and information about their prospect and customer accounts with-
in the system that might come from other sources, such as social media sites. For
instance, if a particular prospect is the subject of a Twitter conversation or the
prospect has a long list of new press releases, this information is critical for a rela-
tionship-oriented sales person. Tracking this external data becomes a value add for
any system. This arena of sales audience can gain benefit from integration of
Microsoft Dynamics CRM with external sources, such as a data cleansing services or
repositories of additional information on specific businesses, such as Hoovers (www.
hoovers.com), Dun & Bradstreet (www.dnb.com), and others. They often also have
an interest in integration with some of the social media and Web 2.0 toolsets, includ-
ing websites such as LinkedIn (www.linkedin.com) and Twitter (www.twitter.com).

Technical sales style salespeople are experts on their product and work to educate
and inform their prospects. Technical salespeople not only need to keep track of all
their relationships, they also need to keep track of their product knowledge and
product knowledge resources.

A product-oriented salesperson tends to be in tune with their products, with an ever-
changing audience of prospects. They don’t necessarily need a deep relationship
with a prospect because a prospect might only be buying the offering once. Product-
oriented salespeople are more interested in capturing all the details of their specific
product, engineering and sales techniques for selling the product, their market, and
the competition selling the same type of commodity product. Product-oriented sales-
persons need to keep track of their prospects or incoming sales calls, as volume
tends to indicate number of sales, but they might also need Microsoft Dynamics
CRM to keep all the product and competitor details organized and accessible. They
might use the system to track weaknesses in comparable products on the market,
competition specials, product defects and recalls, available inventory, and perhaps
key knowledge on use and configuration (and additional details). They might also
want to keep diagrams and schematics on their products, and they can use the inte-
gration to SharePoint to maintain details on unstructured product data.

Neither of these primary focus cultures is exclusive; in fact, many sales styles over-
lap. A person selling a set of commodity products might have a well-established net-
work of clients that he upsells to in addition to incoming calls for orders, and a
salesperson focused on selling services through relationships might also have a wide
range of product offerings. Microsoft Dynamics CRM handles this overlap by offer-
ing support for both services and product cultures. The software offers a product cat-
alog and quote, invoice, and order functionality, and it offers a robust company
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hierarchy to support complex relationships through the connections feature. The
goal for you is to dive in and master the pieces of the software that best apply to
your selling culture and methodology.

Corporate Selling Methodologies

For any given company, there are many different sales methodologies. These

range from industry-standard methodologies, such as those used by Sandler Sales
(www.sandler.com), Miller Heiman (www.millerheiman.com), Richardson
(www.richardson.com), and Performance Methods (www.performancemethods.com),
to custom (perhaps more industry-specific) sales process methodologies designed and
matured within a specific company. One of the keys to success with Microsoft
Dynamics CRM for a customer, partner, or third-party vendor is to understand the
selling methodology and business process that are to be used with the product.

If your company does not currently have a formal selling methodology, it most like-
ly has business processes in use that can give additional insight into how using
Microsoft Dynamics CRM might work best within the environment. In our consult-
ing days we would often work with companies that did not necessarily categorize
how they sold into a “sales methodology”; however, with a bit of detective work and
some business process diagramming, existing processes can easily be understood.

The Existing Sales Methodology Built into Another Application

If your company is currently using a CRM application other than Microsoft
Dynamics CRM, you might have a methodology built into the software that was or
is in use today. This methodology could be something that everyone loves or hates,
and it could also be limited or crafted to fit the software in use. One of the key shifts
when moving to Microsoft Dynamics CRM is to not only move existing sales process-
es, but to also consider these sales processes as they might mature and change based
on new functionalities. Take, for instance, a company that uses the XYZ CRM appli-
cation. In this software, you cannot define a sales process, but the software captures
notes, contact details, appointments, and scheduled calls. It is robust enough, but it
is not everything that the company needs. When this company moves away from
the XYZ CRM application to Microsoft Dynamics CRM, it has the option to define a
standard sales process because Microsoft Dynamics CRM offers it a place to define
the process and the functionality to make the sales process more efficient.

The Ad Hoc Sales Method

What about a company that is not using an industry-level CRM application? An
example might be a company heavily vested in using Microsoft Outlook for much of
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its day-to-day sales work. It might not have an existing CRM application, but
through the use of Microsoft Outlook, it categorizes information, captures communi-
cation, organizes contact details, creates reminders, sets appointments, tracks tasks,
and perhaps follows a routine that works for it. The company might also be supple-
menting Outlook with a variety of Microsoft Excel spreadsheets to forecast, set budg-
ets, analyze open opportunities, and compare goals to actuals. It does not have a
true collaborative environment, but it does have processes. Letters, mailings, and
other efforts might be part of the process, perhaps supported by Microsoft Word. The
reality is that technology is being used. It might not be the best technology for the
job, but it is being used.

If you add in its collaborative need for a service department that captures details on
what is going on with current clients and that this service department has ideas and
efforts about selling additional product and services, this company really needs that
one place to organize and collaborate.

Microsoft Dynamics CRM pulls all of this into a total solution, organizing and pair-
ing technology with methodologies and business process and bringing a new dimen-
sion to the table, which offers different complementary layers of collaboration and
organization. Microsoft Dynamics CRM takes all the pieces and applies the right
piece to the right job, Outlook for e-mail, Word for letters, and Microsoft Dynamics
CRM to collaborate on what needs to get done to close an opportunity. It also adds a
layer of graphical visibility to what is being captured and reinforces requests to sales
teams to enter data.

Opportunity Tracking

Earlier lessons talk about what makes up an opportunity. This section reviews what
opportunities are used for. The opportunity is the core building block of most sales
processes. It is the “object” or “the potential sale” that moves through the sales fun-
nel and that is classified, won or lost, closed, analyzed, compared to goals, reviewed,
and tracked. An opportunity has a life all its own, with a beginning, a middle, and
an end. It is also associated with a prospect. The opportunity is not the prospect, but
it is related. The opportunity starts with the awareness that a potential sale is within
reach or worth going after and ends with the winning, losing, or postponement of
that sales opportunity. Some companies also consider that an opportunity starts
once a prospect is qualified, but this can be personal preference.

When courting a potential prospect, the loss of an opportunity does not necessarily
mean that you will not try to sell that same prospect again in a year or so. The loss
of an opportunity also does not mean that the prospect is not a prospect. The loss of
an opportunity signals the end of a sales process, which was supposed to result in
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success or failure or perhaps the closing of an open door because of a locked-down
budget or problems in the economy.

The other advantage of an opportunity is that for any given prospect, you could
potentially have multiple opportunities, depending on your business model. For
instance, you might have two departments that sell different products to the same
company, or you might have a product division and a service division. The product
division might have an opportunity to sell a specific set of products, and the service
department might have a different opportunity to sell complementary services. Each
opportunity can be unique and have its own close date and its own set of processes,
and the success of each is independent.

Sales Percentages

The sales percentage or the probability of a win is related to the opportunity.
Microsoft Dynamics CRM supports defining a probability of a win in any number of
different formats. Many companies like to have a common definition of their proba-
bilities and so will relate the percent probability to a stage within the sales process.
Still other companies tolerate the free-will choices of their sales team and can inter-
rupt the probability based on individual salesperson’s style. Others offer three to six
options, such as 0%, 10%, 25%, 50%, 75%, and 99% (or a similar series).

One of the key concepts with probability percentages is that the probability is gener-
ally used to offset the predicted and anticipated revenue in the pipeline. If there is a
potential deal for $10,000 with a probability of 25 percent, the analysis determines
this potential sale is worth $2,500 dollars (10,000 * .25).

When the anticipated revenue is offset based on the salesperson’s or sales team'’s
predictions, a CEO, board of directors, or even venture capitalists can better under-
stand what sales will be successfully closed based on the sales teams predictions.

The probability can also be used to judge the risk level or temperature around a spe-
cific opportunity. The percentage can be a salesperson’s assumption or even a man-
ager’s valuation, based on provided data.

Sales Stages

A sales process is made up of a set of sales stages. For each stage, there might be a
set probability percentage, a set temperature or rating, and a defined set of actions.
As actions are completed, you move closer and closer to the goal of moving a
prospect to the role of new client or customer. As each step is completed, you move
the opportunity through the sales funnel. For each set of actions completed, a sales
stage is completed, and the sales process moves forward. The following is an exam-
ple of a sales process:
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» Stage one—tEstablish a dialog and an initial relationship with the
prospect. Potential activity items for sales stage one include the following:

Phone call: Follow-up to initial conversation

2. Send letter with more details and further introduction
3. Phone call: Follow-up to letter
4. After connecting with the prospect, send a thank you e-mail or letter

and an e-mail with promised info
5. Update sales stage and probability percentage
> Stage two—Understand and document the needs as defined by the
prospect. Potential activity items for sales stage two include the following:
Prepare custom PowerPoint presentation (focused on prospect needs)
Outline your understanding of what they are looking for
Research prospect history for supporting information
Make appointment to meet

Meet face to face to reiterate what you have learned

& o s w N

Update sales stage and probability percentage

» Stage three—Validate to the prospect that you have heard their needs by
communicating back your understanding of what they are looking for.
Potential activity items for sales stage three include the following:

1. Meet face to face to reiterate what you have learned

2. Update sales stage and probability percentage

» Stage four—Share your company’s culture, vision, and history with your
prospect. Potential activity items for sales stage four include the following:

1. Follow-up to meeting

2. Update sales stage and probability percentage

» Stage five—Answer any questions your prospect might have about the
company. Potential activity items for sales stage five include the following:

1. Phone call
2. Continue to build and mature your relationship with the prospect.

3. Update sales stage and probability percentage
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» Stage six—Share with the prospect how your offering can meet their needs.
Potential activity items for sales stage six could include the following:
1. Demonstrate the product
2. Update the sales stage and probability percentage
» Stage seven—Present proposal. Potential activity items for sales stage
seven include the following:
1. Prepare proposal
2. Negotiate details
3. Update sales stage and probability percentage

> Stage eight—Close the deal. The activity item for sales stage eight is as
follows:

1. Close the opportunity as won!

Each stage can have any number of activities, which can include a variety of differ-
ent tasks, phone calls, letters, e-mails, and even specific goals. Stages can also call
different workflows or have automatic functions that occur, such as the automatic
generation of an e-mail message. In addition, Microsoft Dynamics CRM supports the
ability to standardize and automate a sales process using the Microsoft Dynamics
CRM Workflow engine. There is more about workflow in the next chapter; for now,
let’s look at a simplified example that was configured in Microsoft Dynamics CRM
Workflow.

Automating the Sales Process with
Workflow

In this section, we walk through setting up a piece of a full sales process and the end
result. We start by accessing processes and creating a new workflow and then add
the sales stages to this new workflow. Figure 8.1 kicks off the process.

Creating a New Workflow for the Sales Process

Figure 8.1 shows where to start creating a workflow for the sales process. This is how
your window will appear when you are getting started.
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FIGURE 8.1
Automated
sales process
(workflow).

FIGURE 8.2
Creating the
new automated
sales process
workflow.
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Next, you'll see how to set up the sales stages and the associated steps for a new
workflow. You start by creating a new workflow, and because you are focusing on a
sales process, you associate this new workflow with the opportunity record. Notice
that you are not selecting a dialog; a dialog is a different type of process. As shown
in Figure 8.2, you assign a name (CRMLady Sales Process) and select the opportuni-
ty entity from the entity list.

2] Process: New — Webpage Dialog [

iy https://crmlady.crm.dynamics.com/sfa/workflow/workflowTemplate/workflowTemplatePage.aspx oy \

Create Process
Create a new process definition or a process based on an existing template, There are two categaries of processes
you can weate, dialogs and workflows,

Pracess name: * CRMLady Sales Process _/ s
Entity: * Opportunity Category: ™ Workflow -

Type:

& New blank process
M~ New process from an existing template (select from list):

| Template Name & | Primary Entity Owne
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0-00f0 [0 selected) M 4 Pagel b
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The scope of the new automated sales process should be organization. Figure 8.3

shows the scope in the upper-right corner.
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Adding Sales Stages

In Figure 8.4, you take your first step toward creating a sales process in the work-
flow: You start to add a stage. A stage categorizes a set of steps and often a set of
activities and a section of the sales process. A stage can also indicate or help classify
what needs to be done within a level or section of the sales funnel. Stages are
optional, but they are fairly common when defining sales process workflows.
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FIGURE 8.3
Sales process
scope.

FIGURE 8.4
Adding a stage
to the workflow.
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FIGURE 8.5
Stage one:
Establishing an
initial relation-
ship.
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Individual Sales Processes

You can create individual sales processes for specific subsets of salespeople for
a less-standardized and more custom offering. Depending on your organization,
this option might be embraced or strongly rejected.

Figure 8.5 shows how you add steps to the first stage of the sales process. This figure
shows the stage “Stage One: Establish Initial Relationship” and the step phone call.
The concept is that when an opportunity is created, a phone call activity is automat-
ically created and added to the opportunity owner’s to-do list. The label “Initial
Reachout” that you see in Figure 8.5 is just a label describing what the step is actual-

ly doing.

Create | Prees Can = | | samsperien |

Adding Steps to the Stage

To add a new step to an established stage, do the following:
1. On the General tab, click Add Step.

2. Using the Create drop-down, select what to do in that step, such as
Phone Call.
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3. Click Set Properties and configure the properties of the activity.

4. Select Step Description and enter a description for the step.

Figure 8.6 shows an example with the phone call stage open.

You can now add more steps that create activities or update the prospect to sales
stage one, or you can add another stage. For instance in sales stage two, you can set

the probability percentage to 25%.
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If the probability to close is less than 25%, set the probability to close to 25%, as
shown in Figure 8.7. You do this so that any new opportunity that has had stage
one completed will have a probability assigned. There are other ways to skin this
beast, but this serves as an example of the condition option of workflow. Within any
given step, you can add conditions that when true or false can be associated with
activities or can update attributes in the opportunity.
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FIGURE 8.7
Conditionally
setting the
probability on
the opportunity
to 25 percent.
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Async and Conditional Statements

You do not want to create a conditional statement that puts the system into an
infinite or potentially infinite wait state.
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Using a Conditional Statement in a Step

Figure 8.8 shows how you add a new task to prepare a PowerPoint presentation. You
go a bit further by showing that the task can also be customized to include details
that might be important to remember and dynamic variables that pull data from
the opportunity entity (record type) when the stage is activated.

Form Assistant

You can add dynamic data by using the Form Assistant on the Set Properties
page of the task.
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You can now continue to add an unlimited number of different types of activities by
using Create Record, or you can add updates to other existing records by using
Modify Record. You can also assign new or modified records to other people who are
users of Microsoft Dynamics CRM, and you can complement them with conditions.

Publishing a Workflow

The sales process can be a set of simple tasks to get started, or it can be multilayered
and complex. Start small by creating a two- to three-step sales process with one or
two activities. After the sales process is created, you need to activate it to access and
use it, or if it is automated, to have it start processing. You can make a sales process
automatic or on demand manual. Manual allows you to control when the sales
process starts, because you choose the Run Workflow option when you are ready to
run the workflow.

Figure 8.9 shows the Publish option.
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FIGURE 8.9
Activating the
workflow.
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To activate, you select Activate from the top of the Create Workflow form or from the
view of all workflow processes.

After the workflow is activated, it is available to run. In this example, the new man-
ual workflow is available to run from the Opportunity screen. If it had been created
as an automatic sales process, the process would run automatically when a new
opportunity is created. Manual or automatic depends on the configuration choice
when creating the workflow.

Figure 8.10 shows a new opportunity created and saved. Notice that after the oppor-
tunity is saved, you have the Run Workflow on top of the opportunity form. Figure
8.10 shows green check marks next to each step:

1. Select Sales.

2. Select Opportunity.

3. Select New.
In this example, if you choose to run the workflow, the entire workflow runs from
start to finish, and you can see the final process. In the sales process workflow, you
did not add any conditions (for example, requiring an activity to be completed to
move to the next step) or wait states (for example, requiring a condition to be met to

do the next action). The system does what it was told and displays what was accom-
plished and what is still pending in the sales process.
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You now want to add in some timing logic and progress based on timing, dates, and

the completion of activities. So, you need to build into your sales process workflow

some wait conditions.

Wait States Can Be Dangerous
Wait states can be dangerous if they are not

processing) is waiting in a never-ending state
CRM advisor on wait steps within a workflow.

properly created because they can

create a situation where the async process (the process that handles workflow

. Always work with a knowledgeable

Editing an Existing Workflow

If you want to change a workflow that has already been published, you need to do

two things: Check the workflow and see whether it is actively running or waiting and
then unpublish the workflow so that it can be edited. To unpublish, do the following:

1. Select Workflows.

2. Select the workflow of interest (for example, the sales process workflow).

3. Select the Unpublish option.
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The status of the workflow is set back to Draft, as shown in Figure 8.11. To set a
workflow back to Draft, you must choose to Deactivate it.

| Process Deactivate Confirmation -- Webpage Dialog ]

A https://crmlady.crm.dynamics.com/_grid/cmds/dlg_deactivate.aspx?bulkChangeSti J‘_-i=‘| |

Process Deactivate Confirmation
You have selected 1 Process to deactivate.

This action will attempt to deactivate the Process you have selected.

Cancel

https://crmlady.ci @ Internet | Protected Mode: Off 5

You'll learn about expanding this workflow to include wait states, more conditions,
and dates in Hour 16, “Workflows: Creating Simple Workflows.”

Workshop

Wild Landscaping is a landscaping company that specializes in native species. It
focuses on bringing hardy and local plants to each area that it services, and it offers
services and has offices all over the world. Each office has a variety of teams, includ-
ing long-term maintenance, administration, planning and architecture, consumer
sales, business sales, and the weekend dream makeover speed team.

The company sells its services to both businesses and consumers. Businesses often
purchase the long-term maintenance plan, whereas consumers are more partial to
the weekend dream makeover offering.

Wild Landscaping has a successful sales process that it has used around the world. It
uses its sales process in two different ways with two different sets of associated activi-
ties depending on the audience. It uses its sales process as it applies to the business
prospects and the business sales team, and it uses its sales process when approach-
ing consumers.

The business sales team must ultimately find out who the key decision makers are
within the company it wants to approach. It does this by starting with a warm refer-
ral to someone within the company, and then it leverages the relationship to learn
more about the company.
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Q&A

Q. We use five different sales processes. Can we create these and then associ-
ate different sales processes with different accounts?

A. You can create each of the sales processes as manual processes and then associ-
ate them as you need them. You can also automatically associate them if you
have a clear business rule, such as the owner of the opportunity that helps the
system to act on a specific set of conditions.

Q. We use the Miller Heiman sales methodology. Is there a plug-in that auto-
matically configures Microsoft Dynamics CRM with the Miller Heiman tem-
plates, worksheets, and configurations?

A. Yes, there are third-party options that offer the Miller Heiman sales methodol-
ogy as a plug-in to Microsoft Dynamics CRM. Check out the Microsoft Dynam-
ics Marketplace.

Q. We recently created a workflow, but it is not running. What did we forget?

A. If your workflow is not working, then most likely you forgot to activate the
workflow. A workflow stays in draft mode until it is activated.

Quiz
1. What is the probability to close used for as it applies to opportunity? Why

would this variable be of value to a group of venture capitalists?

2. Name two sales methodologies that can be incorporated into Microsoft
Dynamics CRM.

3. Can the system handle a sales process that is oriented around selling a specific
set of services as opposed to a set of products?

4. How many opportunities can you have on any one given prospect?

Answers

1. The probability percentage on an opportunity is used for analysis to offset the
estimated revenue based on a salesperson’s interpretation or a step in the sales
process. This offers a more realistic expectation of expected revenue.
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2. Two of the many sales processes that can be incorporated into Microsoft
Dynamics CRM are Sandler Sales and Miller Heiman.

3. Yes. Microsoft Dynamics CRM can automate, document, and follow a services-
oriented sales process.

4. You can have an unlimited number of opportunities on any given prospect.

Exercises

Create a simple sales process that includes the following items:

1. Automatically create a new activity of type task to remind a specific sales-
person to update the close date, estimated revenue, and probability to close
on the opportunity.

2. Plan for and schedule a demonstration of a product.

3. Follow up on the demonstration.

Outline the sales process that Wild Landscaping might be using. Start with a warm
referral to a person in a company in your area. What happens after that introduc-
tion? Can any of these steps be automated? Which steps? What are some of the
other things you might have to do if you start with this warm lead?
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Marketing Campaigns

What You’ll Learn in This Hour:

The marketing campaign
Creating and tracking a marketing budget

v

>
» Capturing the results
» Tracking the steps, activities, and tasks

Now that you have learned the different sales styles and how to track opportunities,
it is time to learn about a component that helps drive sales: the Marketing
Campaigns module. This module in Microsoft Dynamics CRM enables you to build,
manage, track, and report on the efforts that your team has put into promoting a
marketing event.

The Marketing Campaign

A campaign contains all the information related to a specific marketing effort over
a period of time. One way to look at a campaign is as an umbrella over a set of
information. Take, for example, all the details that are involved with putting togeth-
er a trade show. These details include tasks that need to be done, budgets that need
to be put together and tracked, mailings and announcements and the responses to
these, and more. A full marketing campaign keeps track of all the planning tasks,
the campaign activities, and the campaign responses. It also lets you add target
products and sales literature to the campaign, which allows you to see all related
information in one place in Microsoft Dynamics CRM. By having all the informa-
tion in one place, you can see and understand the effectiveness of your marketing
campaign.

Think of a campaign as a container that holds all the information related to a mar-
keting activity. Full marketing campaigns manage more complex marketing efforts,
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where you want to create multiple activities, maintain several marketing lists, and
keep track of planning tasks and responses.

To create a new campaign, follow these steps:

1. From the main menu, Navigate to the Marketing area of Microsoft
Dynamics CRM by selecting Marketing from the Left Navigation.

2. Next, Select Campaigns from the left navigation menu.
3. Click New.
For an example, you will create a full marketing campaign to manage your compa-

ny’s annual summer picnic. On the Campaign entry form, as shown in Figure 9.1,
do the following:
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1. Enter a name for your campaign.

2. Select the status reason. Because you are creating a new campaign, you
can leave it at its default value, Proposed.

3. In the Campaign Type field, select the type of the campaign you are man-
aging. In this case, select Event from the drop-down list because you are
creating a campaign for an event.

4. In the Campaign Code field, enter your own code or leave it blank to have
the system automatically generate a campaign code.
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5. Save the campaign. After you save your campaign, you cannot change the
Campaign Code field.

6. Leave the Currency field set to the default, your system base currency. In
this case, it is set to U.S. Dollar.

7. Leave the Expected Response field set to its default of 100. This field holds
the number of expected responses from managing this campaign.

8. Set the Proposed Begin Date and Proposed End Date fields for your cam-
paign in the Schedule section.

9. Enter a description for your campaign in the Description field (optional).

10. When you are done populating the information on the General section,
click Save on the menu bar to save the Campaign. After the Campaign is
saved, you can add planning tasks, campaign activities, and campaign
responses.

Quick Campaign Versus Campaign

Quick campaigns differ from full-blown campaigns in Microsoft Dynamics CRM. A
quick campaign is a light version of a campaign. It contains only a single type of
activity and works with a single marketing list. However, quick campaigns and
campaigns can share the same marketing list and receive campaign responses.
We look at quick campaigns later in this hour.

Marketing Lists

One of the important tasks to do for a campaign is to define the marketing lists. A
marketing list contains the list of members that are either Account, Contact, or Lead
entities that will receive the marketing material.

Microsoft CRM 2011 has two types of marketing lists: static and dynamic. A static
marketing list contains a group of leads, contacts or accounts (referred to as list mem-
bers) that you manually add to the list by using one of CRM’s search or query tools.
Once these members have been added to a static list, the list will not change unless
you add or remove members manually. In contrast, dynamic marketing lists are
queries that always contain whatever members meet the criteria at the time you use
the list. For example, you might create a dynamic marketing list of leads whose Lead
Source field is set to Trade Show. Each time you use the list, it will dynamically
refresh itself to include all trade show leads at that moment.

If you have already created marketing lists in the Microsoft Dynamics CRM system,
you can use your existing marketing lists for your marketing campaign, or you can
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create a new marketing list. Because you are doing a new campaign, in this section,
you'll create a new marketing list.

B;Lﬁle_ Marketing List Members
ay

Each marketing list can contain members from only a single type of record. If your
campaign needs to be sent to all types of records, you need to create multiple
marketing lists.

To create a new marketing list, follow these steps:

1. Navigate to the Marketing area of Microsoft Dynamics CRM.

2. Select Marketing Lists from the left navigation menu.

3. Click New.
4. On the Marketing List entry form, enter the name for your new marketing list.
5

Select the type of record (Account, Contact, or Lead) from the Member Type
drop-down list.

o

Populate the Purpose, Cost, and Description fields (if desired).

7. Click the Save button on the menu bar to save the marketing list. After the
marketing list is saved, as shown in Figure 9.2, you can add the Marketing
List members.
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Marketing list members are existing contacts—that is, accounts or leads from within
your Dynamics CRM system. If you want to add to your marketing list someone who
is not currently a contact, you need to first add the person as a contact or lead before
associating him with a marketing list.

Locking Marketing List

If you lock a marketing list by selecting Yes for the Locked field, as shown in
Figure 9.2, you cannot add or remove members to the marketing list. To add or
remove members, you change the value to No and save the marketing list. After
you finalize your members, you can lock your marketing list by changing the
Locked value back to Yes.

The Marketing List Members navigation choice is now enabled on the navigation
menu. To add new members, follow these steps:

1. Click Marketing List Members.

2. Click Manage Members on the View menu. A Manage Members window
appears (see Figure 9.3).

@ Manage Members -- Webpage Dialog EI@

Manage Members

Select how you want to find customers to add or remove as members of this
marketing list.

How do you want to find members?

15
rketing list.

Use Advanced Find to add members

Find members to add based on search criteria,
Use Advanced Find to remove members
Find members to remove based on search criteria,

Use Advanced Find to evaluate members

Evaluate which members to keep in the marketing list based on
search criteria. Update the marketing list.

‘ | Cancel

gp| L

kit + Trusted sites | Protected Mode: Off

3. Choose an option to manage members. You have four different options: Use
Lookup to Add Members, Use Advanced Find to Add Members, Use
Advanced Find to Remove Members, and Use Advanced Find to Evaluate
Members. As long as the marketing list is not locked, you can use the four
options to change your members.
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Use Lookup to Add Members

If you select the option Use Lookup to Add Members, a Lookup dialog box appears,
enabling you to search for the records that you have identified in the Member Type
field of your marketing list. With the Contact type selected, the system will perform
the search against contacts, and the active contacts will be returned to you. To see
this in action, follow these steps:

1. Select the contacts, as shown in Figure 9.4, and add them to the right pane.

2. Click OK after you add members.

2 Look Up Records -- Webpage Dialog (==
Look Up Records

Select the type of record you want to find and enter your search criteria, Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records

Look for: [] Show Only My Records

View: Contacts Lookup View -

Search: [| el

Address 1: City @

B Full Name | Parent Customer
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183 Eva Corets (sample)

[C]83 Forrest Chand (sample)

4 >
1-14 of 14 (0 selected) Page 1

A Stare (sample) Redmond
Advanced Components (san Issaquah
Affordable Equipment (sam  Duvall

Basic Company (sample]  Monroe
Best o’ Things (sample) Issaquah
Designer Goods (sample)  Issaquah

Blue Company (sample] Snohemish [

Selected records:

hitps://clickdimensions-crmbook.crr " Trusted sites | Protected Mode: Off 8

Use Advanced Find to Add Members

Use Advanced Find to Add Members is a feature that will be introduced a few times
in this book. You use it to set up your own views with your own queries (see Hour 11,
“Configuring Your Interaction with Microsoft Dynamics CRM”) and working with
Excel (see Hour 20, “Utilizing the Power of Microsoft Excel with CRM Data”). If you
select Use Advanced Find to Add Members, a common Advanced Find dialog box
appears, as shown in Figure 9.5. You can add your own filter criteria to identify the
list of members as follows:

1. Choose your criteria: an attribute (field) and a value or range of values.
2. Choose View.

3. On the result page, select the members you want to include.
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4. Click Add to Marketing List to add the found people or accounts to your
marketing list, as shown in Figure 9.6.
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Use Advanced Find to Remove Members

The Use Advanced Find to Remove Members option is similar to the Use Advanced
Find to Add Members option. Follow the same steps to identify the list of members
that you want to remove:

1. Choose your criteria: an attribute (field) and a value or range of values.
2. Choose View.

3. On the result page, select the members that you want to exclude.

4

. Click the Remove from Marketing List button to remove them from your
marketing list.

Use Advanced Find to Evaluate Members

The Use Advanced Find to Evaluate Members option is similar to the previous two
options. You can use this option to evaluate the existing marketing list to add or
remove members based on additional filtering criteria.

Add Marketing List to Campaign

After a marketing list is created, you can use it in your marketing campaign. To tie
your marketing list to your campaign, follow these steps:

1. From the Left Navigation, Campaigns, Navigate to your campaign.
2. Select Target Marketing List from the navigation menu.

3. Click Add to add your marketing list (see Figure 9.7).

Adding a Marketing List to Campaign Activities

The marketing lists must be added to a campaign before you can use them in
your campaign activities.
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Planning Tasks

Planning tasks are activities of type Task. Think of them as your marketing cam-
paign to-do list. After a planning task is created, you can assign the task to yourself
or to others on your team to help launch the campaign. For example, if you are
going to run a campaign for your company’s summer picnic, you could create a
planning task for booking the location, a task for ordering the food, a task for put-
ting together the e-mail invitations, and so on.

To create a planning task, follow these steps:
1. Select Marketing.

Select Campaigns.

Find and open your campaign.

Select Planning Tasks on the navigation.

Click New from the ribbon.

o o > w b

Enter the information for the planning task, including Subject, Regarding,
Owner, Duration, Due, and Priority, as shown in Figure 9.8.

7. Click Notes to add additional information or attachments related to this
planning task.

8. When you finish, click Save and Close to save your planning task.
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Creating a Planning Task

You can create a planning task by selecting a new activity of type Task and setting
the Regarding field to a specific campaign.

Campaign Activities

Campaign activities are the core component of a campaign. They are not the same
as regular Microsoft Dynamics CRM activities. They are the actions that make up the
campaign, such as phone calls, appointments, letters, faxes, and e-mails. Campaign
activities contain information, such as scheduled start date, scheduled end date, pri-
ority, budgeted cost, and actual cost of the activity.

A campaign can contain multiple campaign activities. For example, you can set up
a campaign activity to send out an e-mail campaign and then follow up with phone
calls. Campaign activities have two categories: channel activities and non-channel
activities. Channel activities are communications such as a phone call, a letter, or an
e-mail message that reaches the customer when the campaign activity is distributed.
Non-channel activities are to-dos for you and your team during the campaign; a
task will be created and added to the user’s activity list. Campaign activities can
share a single marketing list or use a different marketing list within a campaign.
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To create a campaign activity, follow these steps:
1. From the left navigation, select Marketing.
Select Campaigns.
Find and open your campaign.
Select Campaign Activities from the navigation pane.

Click New from ribbon.

® o B o N

On the Campaign Activity form, select the channel from the Channel drop-
down list, as shown in Figure 9.9.

N

Enter a subject for your campaign activity.

8. For the Type field, select the option that best describes the campaign activity
that you are creating.

9. Verify the owner. The Owner field, by default, is you because you are creat-
ing the campaign activity. You can assign it to another user if that user will
be responsible for it.

Non-Channel Activities

If you want to create a non-channel activity, select Other or just leave the Channel
field blank.
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10. Assign an outsource vendor if your campaign activity involves an outside
vendor. Enter the scheduled start, scheduled end, budget allocated, and pri-
ority information.

11. Under the Anti-Spam setting, exclude marketing list members if contacted
within a set time period and enter the number of days you want to pass
before a member in your marketing list can be contacted again.

12. Click Save to save the campaign activity.
Every campaign activity must have at least one marketing list. Because you added

the marketing lists to the campaign earlier, you can add that to your campaign
activity.

To add a marketing list to the campaign activity, follow these steps:
1. Click Target Marketing Lists in the navigation pane.
2. Click Add from the ribbon.

3. In the Look Up Records dialog box, as shown in Figure 9.10, click the
search icon to get the lists of available marketing lists.

4. Add the marketing list by moving it to the pane on the right.
5. Click OK to add the marketing list to the campaign activity.

6. Click Save to save the campaign activity.
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Distributing Campaign Activities

After you create a campaign activity, your next step is to distribute the campaign
activities. Distribution of a campaign activity kicks off and assigns the campaign
activity to the specific people who need to accomplish it and links the activity to the
associated Account, Contact, or Lead entities. To distribute a campaign activity, click
Distribute Campaign Activity on the menu bar. A form opens, based on the channel
type that you specified. For example, if you select E-mail, a New E-mail form shows
up. If you select Phone Call, a New Phone Call form shows up. In this example, a
letter was selected in this campaign activity, so a New Letters form appears, as
shown in Figure 9.11. You can see that some of the fields on the form are disabled
because the system automatically populated those values.

21 Micrasoft Dyriamics CRM -- Webpage Dislog —— [P=EE
New Letters
Tl aut this form to create new befters 10r the members you selected in the marketing st To add this letter as & new letter in each members record, click
Distrinute.
- Letter
Sender T ndaess
Recplent Direction
Subject * ChrkDimensiens Summer Picnic
Regarding irs |
Owner* il
Duration 30 minutes b Prionty Hormal hd
Due a3 Sv| 1290M v
Category Sub-Lategory
I
(I .
| Helg Dl kule Cancel [ |
sp:/fclickdi ook crn.dynaemiics,com/.o fdlg listlettes " Trusted sites | Protected Mode: Of 5

=4

After a campaign activity is distributed, the activity owners can view the open activi-
ties under Activities in their workplace. They can then complete the activity, such as
making phone calls or sending the e-mail.

Campaign Activity Status

After a campaign activity is successfully distributed, the status reason for the
campaign activity changes from Proposed to Completed.
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FIGURE 9.12
Creating a cam-
paign template
from and exist-
ing campaign.
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Campaign Templates

Over time, you will invariably conduct similar campaigns. Instead of re-creating a
campaign every time, Microsoft Dynamics CRM offers you the option to create a
campaign and save it as a template. Then, the next time you run a similar cam-
paign, you don’t have to re-create the same tasks and activities. This saves you time
in planning your marketing campaigns.

There are two approaches for creating a campaign template. The first approach is to
create a new campaign template by going to Campaigns and clicking the New
Template button on the ribbon. When the new campaign form appears, fill in the
necessary information and then click Save and Close to save the template. The sec-
ond approach is to create a template from an existing campaign. Just open your
existing Campaign, click the Action menu, and select Copy as Template, as shown in
Figure 9.12. This second approach is the most popular way to create a campaign
template.
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Campaign Template

To identify a campaign template, it’s a good idea to include the word Template in
the name.

Quick Campaigns

A quick campaign is a light version of a full-blown campaign. It can contain only
a single type of activity and works with a single marketing list. The marketing list
can be a group of Account, Contact, or Lead entities. After you decide what type of
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activity you are going to create and the owner of the activity, creating the quick
campaign is easy.

First, identify a list of recipients through the Advanced Find tool, as shown in Figure
9.13, or through one of the Account, Contact, or Lead views. In this example, you
will launch a quick campaign from the search result of contacts through Advanced
Find, as shown in Figure 9.14.
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On the results screen, click the Create Quick Campaign button on the ribbon and
then select one of the three available options: For Selected Records, For All Records
on the Current Page, or For All Records on All Pages. In this case, you are going to
select all records. On the next page, enter the name of the campaign and then click
the Next button to continue, as shown in Figure 9.15.

www.it-ebooks.info

193

FIGURE 9.13
An advanced
find for con-
tacts in Atlanta.

FIGURE 9.14
Advanced Find
result.
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FIGURE 9.15
The Create
Quick
Campaign
Wizard: Specify
the Campaign
Name screen.

FIGURE 9.16
The Create
Quick
Campaign
Wizard: Select
the Activity Type
and Owners
screen.
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On the Select the Activity Type and Owners page, as shown in Figure 9.16, choose
the type of activity that you want to create and select the owner of the activity. The
available activity types are Phone Call, Appointment, Letter, Fax, and E-mail. If you
select E-mail, you have the option to have Microsoft Dynamics CRM send out the e-
mail message and automatically close the e-mail activities.
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Creating and Tracking a Marketing Budget

Based on the activity type you select, the corresponding activity form opens.
Populate the necessary information for the activity and then click the Next button to
continue. After confirming the details, click Create to create the quick campaign; the
activities are distributed immediately.

Creating and Tracking a Marketing Budget

The budget and the actual cost of a campaign are located in the Financials section,
as shown in Figure 9.17. You can enter the Budget Allocated amount, Miscellaneous
Costs amount, and Estimated Revenue amount for a given campaign. The Budget
Allocated field indicates the dollar amounts that you have dedicated to this cam-
paign. The Miscellaneous Costs field contains the dollar amounts that are not
incurred by the campaign activities, such as the cost of the marketing lists. The
Estimated Revenue field contains the dollar amounts that you expect to generate
from this marketing campaign.
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Total Cost of Campaign Activities and the Total Cost of Campaign have been disabled
on the campaign by default because Microsoft Dynamics CRM will automatically cal-
culate the values based on the financials from the campaign activities that are tied to
the campaign, as shown in Figure 9.18. The calculation of the total cost of the cam-
paign activities amount is based on the actual costs of all the campaign activities.
The calculation of the total cost of the campaign amount is based on the total cost of
campaign activities plus the miscellaneous costs recorded for the campaign.
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Financials sec-
tion.


http://www.it-ebooks.info/

196

FIGURE 9.18
Campaign activ-
ity; notice the
Budget
Allocated and
Actual Cost
fields.
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Refreshing Campaign Activity

If you don’t see the Total Cost of Campaign Activities and Total Cost of Campaign
values change after you update the financial fields on the associated campaign
activities, refresh the campaign by closing and reopening it.

Capturing the Results

After you have distributed the activities to your customers, the customers will start
responding to your campaign. Their responses will be captured as campaign
responses in Microsoft Dynamics CRM. The total number of responses for the cam-
paign will be one of the ways to measure the effectiveness of the campaign. After the
campaign responses are generated in the system, you can convert the responses into

leads, quotes, orders, or opportunities.

There are multiple ways to capture the results in Microsoft Dynamics CRM. You can
manually create the campaign responses from within the campaign or create an
activity and convert it to a campaign response. If you are not connected to Microsoft
Dynamics CRM, you can still record the responses of your campaign in a text file
and then import the records when you have access to your Microsoft Dynamics CRM
system again. In addition, if e-mail tracking is enabled in your Microsoft Dynamics
CRM settings, incoming e-mails in response to your campaign can automatically be
created as a campaign response in Microsoft Dynamics CRM.
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Manually Creating a Campaign Response

To manually create a campaign response, follow these steps:

1.
2.

Open your campaign.

Click the campaign responses on the navigation menu.

. Click New on the ribbon. A new Campaign Response form displays for you

to enter information, as shown in Figure 9.19.

Indicate the customer’s response by populating the Response Code field on
the Campaign Response form.

Associate this response to your existing Account, Contact, or Lead entity
in Microsoft Dynamics CRM by clicking the lookup icon next to the
Customer field.

When you finish with this screen, click Save to save your campaign
response.

Interestes

5
14

= Iy

s |

More Options for Converting an Activity to a
Campaign Response

An activity, such as an incoming e-mail, can be converted to a campaign response.
Additionally a completed phone call or other type of activity can be used as a cam-
paign response.

www.it-ebooks.info

197

FIGURE 9.19
The Campaign
Response form.
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FIGURE 9.20
The Phone Call
Activity form;
notice the
Convert Activity
button on the
menu bar.
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Creating a New Customer

You might have to create a new customer by populating the Company, Last Name,
First Name, Phone, E-mail, and Fax fields in the Received from New Customer sec-
tion. Optionally, you can also populate the Details section here.

Creating a Campaign Response

Another way to create a campaign response is to create a new activity and chose
Campaign Response as the activity type. This can be done anywhere within the sys-
tem that you can create a new activity.

Response Code Values

Your system administrator can customize the Response Code values to use the
terminology that fits your business.

When you are working with a specific activity, such as a phone call that you
received, you can also convert it to an activity of type Campaign Response by associ-
ating it with a source campaign.

To convert an activity through association, follow these steps:

1. Click the Convert Activity button on the menu bar, as shown in Figure 9.20.
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Tracking the Steps, Activities, and Tasks

2. Select To Opportunity from the available options. The Convert Phone Call
to Opportunity dialog box appears, as shown in Figure 9.21.

2 Convert Phone Call to Opportunity -- Webpage Dialog_ |25
Convert Phone Call to Opportunity
Specify the details of the new opportunity.
Customer * (8] Brad Burks o)
Currency* 25 Us Dallar =
Source Campaign * [# ClickDimensions Summer Picnic =
[~ Open the new opportunity
[+ Change the Phone Call status to Completed and dose the form
v Record a ciosed campaiqn response
https://clickdimensions-cr /" Trusted sites | Protected Mode: Off 2

3. Populate the Customer and Source Campaign lookup fields.
4. Check Record a Closed Campaign Response.

5. Click OK. A new Campaign Response is created for the source campaign
that you specified.

Create Campaign Response

You can convert the following activities into campaign responses: Appointment,
Letter, E-mail, and Fax.

Importing Responses

To import campaign responses into Microsoft Dynamics CRM, you have many
options. You can leverage the default Microsoft Default CRM data import tool, as
described in Hour 6, “Managing Leads,” or you can use a third-party import tool.

After the campaign responses are created, you can perform several tasks. You can
assign the campaign response to another user on your sales team or assign it to a
queue. You can convert the response into a lead, quote, order, or opportunity. Also,
you can close the campaign response as completed or canceled.

Tracking the Steps, Activities, and Tasks

After a marketing campaign is under way, you can track the status of each step in
the campaign and view the progress of the activities in Microsoft Dynamics CRM. To
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FIGURE 9.21
The Convert
Phone Call to
Opportunity dia-
log box.
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FIGURE 9.22
A campaign’s
Campaign
Activities view.
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view the status of the campaign activities, go into the specific campaign and select
Campaign Activities in the navigation area, as shown in Figure 9.22. You will see a
list of the activities and the status for each of them.
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In addition, Microsoft Dynamics CRM provides three reports to track the progress
and effectiveness of your campaigns. Based on the information provided in these
reports, your company can decide which campaigns should continue to run, which
should stop, and which should be modified.

The reports available in the Reports section are Campaign Activity Status,
Campaign Comparison, and Campaign Performance. If the default reports don't
contain the information you are looking for, you can create an Advanced Find
query or a Report Wizard report to get the data you need. For more information on
finding, analyzing, and reporting, see Hour 20 and Hour 21, “Reporting and Query
Basics.”

Summary

In this lesson, you learned the essentials of marketing campaigns in Microsoft
Dynamics CRM. You should be able to create a marketing campaign, create a mar-
keting list, manage cost, capture responses, and track activities in a marketing cam-
paign. Now, you can see that the Microsoft Dynamics CRM Marketing Campaigns
module is a great tool for your company.
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Workshop

Workshop

Dragon Financials is a brokerage house that sells financial products and services to
customers across the country. To get investors interested in its financial products and
services, it participates in several national financial events every year. In addition to
the national financial events, Dragon Financials hosts monthly online seminars to
educate investors about the different financial products and trading platforms it
offers. The marketing department at Dragon Financials has leveraged the Marketing
Campaigns module in Microsoft Dynamics CRM to help it to plan, keep track of
activities and costs, and measure the effectiveness of its marketing activities.

Dragon Financials mainly focuses on the yearly national financial events. There are
many things to prepare before attending the show. The marketing team creates a full
marketing campaign to manage those events. The team uses planning tasks to lay
out the action items that it needs to do for the event, such as reserving the booth
space, preparing the booth, printing the brochures, making travel reservations, and
inviting its top-rated customers to the financial events. Because its top-rated cus-
tomers consist of private investors and institutions, the team creates two marketing
lists for its campaign in Microsoft Dynamics CRM. After the marketing lists are cre-
ated, the marketing team creates and then mails the invitations to investors. Next, it
follows up with them on a phone call after two weeks to make sure that they have
received the invitation and to confirm their attendance. So, it has created two cam-
paign activities: one for the invitations and one for the follow-up phone call. After
marketing receives the confirmation of attendance, it creates a campaign response
and associates it with the campaign. The marketing team also uses the financial
functions in the campaign to keep track of its campaign costs and report them to
upper management when the campaign ends.

In addition to the yearly national financial events, Dragon Financials hosts online
seminars to educate investors. It needs to notify its potential investors and current
customers about these seminars and to keep track of the registrations. It leverages
the quick campaign feature in Microsoft Dynamics CRM to create an e-mail cam-
paign to notify its investors. Because Dragon Financials has the Microsoft Dynamics
CRM tracking setting turned on, all the e-mail replies are automatically converted to
campaign responses. After a campaign response gets into the system, Dragon Finan-
cials then assigns it to a salesperson to follow up with the investor.

As you can see, Microsoft Dynamics CRM provides the marketing features that
Dragon Financials needs. It helps the company organize many marketing events and
streamline the process for maintaining constant communication with its investors.
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Q&A

Does the financial data in a full campaign synchronize with my accounting
software?

No. Currently, the marketing campaign financial features do not integrate with
any Microsoft ERP packages. A Microsoft Dynamics Partner can provide more
information on available third-party solutions to integrate your two systems.

Does a contact have to exist in the system for me to add it to a marketing
list?

Yes. If a contact does not exist, you need to first create the contact as a contact,
account, or lead and then associate it with your marketing list.

Q. Why must I distribute campaign activities?

A. Campaign activities have an extra feature built into their functionality to

allow a marketing department the flexibility to fully organize all the necessary
activities associated with a full campaign prior to actually assigning them to
specific people to get accomplished.

Q. Can I create a new campaign from an existing campaign?

A. Yes. You can use an existing campaign as a campaign template to create a

new campaign.

Quiz

1.

o o » @ N

What is the difference between a full campaign and a quick campaign?

What record types can be used in a marketing list?

What is a channel campaign activity? What is a nonchannel campaign activity?
True or False: A campaign response can be converted to a Lead entity.

True or False: The total cost of a campaign is calculated automatically.

What default reports in Microsoft Dynamics CRM help a marketing manager
track the progress of a campaign?
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Answers

1.

A quick campaign is a light version of a campaign. It contains only a single
type of activity and works with a single marketing list. It is geared toward use
by a salesperson at the end of the month or a sales department doing a quick
announcement, special, or alert. A full campaign is geared toward use by the
marketing department, which has more coordination needs around complex
events.

Account, Contact, Lead, and Opportunity can be used in Marketing Lists.

A channel activity is an external activity, such as an e-mail message, a letter,
or a phone call, that initiates contact with a customer when the campaign is
distributed. A non-channel activity is an internal activity act, such as to-do list
items to track actions that must be performed during a campaign.

True. A campaign response can be converted to a Lead entity.
True. The total cost of a campaign is calculated automatically.

Campaign Activity Status, Campaign Comparison, and Campaign Perfor-
mance help a marketing manager track the progress of a campaign.

Exercise

Imagine that you are the marketing manager for a real-estate company, and your

company is going to host a presales event for a new residential building. You have to
ensure that the location of the event is booked, identify the list of guests you want to
invite, send e-mail invitations, and call the guests to confirm the registration after
they respond that they will attend the event. You have been given $10,000 for this
sales event. Upper management wants to know the actual cost and effectiveness of

this marketing event after it’s over.

Use the information provided here to create a campaign in CRM to manage this

marketing campaign.
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HOUR 10

Entering Data as a
Salesperson

What You’ll Learn in This Hour:

A month in the life of a salesperson
Capturing a lead and entering a lead
Converting a lead to an account and contact

v v.v .Yy

Final planning

This lesson looks at how a salesperson might use Microsoft Dynamics CRM during a
typical day and the following weeks. We will follow a scenario from day to day as a
lead moves from being a lead to being a new customer.

A Month in the Life of a Salesperson

David Daily works at a small company that locally roasts specialty organic coffees
and processes dried organic tea leaves. The company, Semi-Roasted, Inc., sells spe-
cialty coffees that it locally roasts and organic tea leaves that it dries. It also sells
associated hot drink items, such as coffeemakers, coffee cups, teapots, and other tea
accessories. David’s is a consultative sales representative and coffee aficionado, and
his position requires that he find new sales prospects. He manages his existing cus-
tomers while continuing to sell them more value-added product.

To find new prospects, David participates in a national coffee roasters’ event in
which representatives from all the global coffee distributors present on the latest in
the coffee farming industry in their respective countries. Attendees at the conference
tend to be restaurant owners, wine and cheese shop buyers, consumers, and other
food and beverage industry people. David’s goal at the conference is to meet people
who have a high-end audience of consumers and an appreciation for both organic
and locally roasted product.
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Different Ways to Create a Lead

There are many ways to create a lead or a new contact in Microsoft Dynamics
CRM. These include entering directly into a mobile phone by using a Microsoft
Dynamics CRM Mobile client; scanning the information into a third-party scanning
plug-in to Microsoft Dynamics CRM; typing the information into the mobile device
contacts and synchronizing with Outlook Contacts, which then can synchronize to
CRM contacts; and accessing Microsoft Dynamics CRM from any web-enabled
machine and typing in the new lead details directly.

Semi-Roasted, Inc., also regularly sends out mailings to its current customers and the
people in its prospect list to promote their subscription service for the coffee bean of
the month and for their local tasting events.

Semi-Roasted, Inc., places a high value on its existing relationships with its cus-
tomers. It manages a prerelease new product club and often has private tastings for
local VIPs.

In the next few sections, we sit on David’s shoulder and walk through a day, a week,
and a month in his life at Semi-Roasted, Inc.

Capturing a Lead and Entering a Lead

David attends the national coffee roasters’ event and, at lunch, he meets Janice, a
woman from a town near where Semi-Roasted, Inc., is located. After further discus-
sion, David learns that Janice is the owner of a local restaurant called The Coffee
House, which serves recipes cooked from seasonal locally grown fruits and vegetables
for breakfast and lunch.

David and Janice exchange business cards because Janice is interested in adding
locally dried teas and locally roasted organic coffees to her menu. Janice then has to
rush to another session.

David has a few minutes and he has his laptop, so he enters Janice’s contact infor-
mation directly into his Microsoft Dynamics CRM system. In Figure 10.1, David starts
Microsoft Dynamics CRM and chooses Sales and then Leads.

In Figure 10.2, David creates a new Lead entity, and in Figure 10.3, he enters the
details from Janice’s business card. He first enters contact details into the General
section.
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David is a fast typist, so he does not mind typing in the information. He also enjoys
the chance to further think about and memorize some of Janice’s information. He

uses a few memory tricks, including noting the color of her hair and associating it to
her company name. She has blonde hair with a small green braid, and he associates
green braid with local produce, green and organic.
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FIGURE 10.1
Creating a new
Lead entity.

FIGURE 10.2
Entering the
details.
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FIGURE 10.3
Entering the
general details
for a Lead
entity.

FIGURE 10.4
Entering the
address
details.
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David continues to enter information, as shown in Figures 10.4 and 10.5.

Finally, David wants to capture a few notes while the conversation is still fresh in his
mind. He will meet a number of new people throughout the day, and if he does not
take notes now, he might forget some details. In Figure 10.6, David has entered some

notes on the lead.
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Now that Janice Fiddlehead has been added to David’s Microsoft Dynamics CRM sys-
tem, he can continue with the show. He runs to his next session.

Later that night, David decides to further qualify and follow up on his conversation
with Janice. He jumps back into his Microsoft Dynamics CRM system to send Janice
an e-mail.
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FIGURE 10.5
Entering the
administrative
and marketing
information.

FIGURE 10.6
Entering notes.
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FIGURE 10.7
Searching for
Janice.

FIGURE 10.8
Creating an
e-mail message
using Dynamics
CRM.
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David uses the Microsoft Dynamics CRM search features to quickly find Janice in his
long list of leads. He types Janice into the search box at the top of the Leads view, as

shown in Figure 10.7.
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Once he opens Janice's record, he navigates to the Notes & Activities area from

the left navigation pane and then uses the ribbon to create a new activity of type

E-mail, as shown in Figure 10.8.
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Another Option Bxﬂzﬁ,—

David could also send an e-mail to Janice from his Microsoft Outlook e-mail client
and associate it with Microsoft Dynamics CRM if he is currently connected to his
internal network or the next time he is connected to the network.

Converting a Lead to an Account and
Contact

David finishes up his week at the conference and is back in the office the next
Monday morning. In the office, he enters many other leads that he met at the con-
ference and schedules and makes decisions regarding what he needs to do to qualify
each of them.

Another Option B¥#-e—
ay

David could also upload a list of leads from Excel, or he could use a third-party
tool that supports scanning business cards into electronic Microsoft Dynamics
CRM format to scan the business cards he collected.

Later in the day, he receives a response to his e-mail from Janice. She is available on
Thursday at 3:00 p.m. David converts Janice’s Lead record to an Account entity and
a Contact entity, now that a solid base of conversation has continued and Janice has
agreed to meet. To make this change, David opens Janice’s Lead entity. Then he
selects Qualify from the ribbon at the top of the form. Finally, he chooses Account
and Contact.

David is not ready to create an Opportunity entity for The Coffee House yet because
he is not comfortable defining an estimated close date and the probability of close
until after his first meeting.

Once the Lead entity is converted, David creates an appointment in Outlook for
Thursday at 3:00 p.m., and he relates that to Janice’s contact record in Microsoft
Dynamics CRM (see Figure 10.9).

David does a little research and discovers that there are a few other people associat-
ed with The Coffee House. He finds Jack Wilkes, the CFO, by searching for The Coffee
House on the Internet. He finds a couple of articles where Jack has been profiled,
and he finds a Yellow Pages listing with a few primary contact people. David adds
these contacts to the account, as shown in Figure 10.10. To do so, he opens the
Account and selects Contacts, Add New Contact from the ribbon, then he enters the
information he has found. Figure 10.10 shows entering a new contact from the
prospect. Because David first selects the account and then Contacts, Add New
Contact, all the address details are automatically populated.
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FIGURE 10.9
Associating an
Outlook
appointment
with Microsoft

Dynamics CRM.

FIGURE 10.10
Adding a new
contact to a
prospect
account.
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Figure 10.11 shows a list of the new contacts David entered and that are associated
with the new account The Coffee House. Notice that the list is filtered and shows
only contacts associated with The Coffee House.

David considers his options and decides that he wants to offer Janice and some of
her associates a taste test of his product. He is not going to do this until after his first
meeting with Janice, but by planning ahead, he can mention in his meeting the
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option for a follow-up. He also knows that there is a delicate balance between too
few meetings and too many meetings. Using the sales process that he has configured

in Microsoft Dynamics CRM, David has a well-used and rehearsed plan.
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FIGURE 10.11
All the new con-
tacts on the
account of The
Coffee House.
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David completes each activity in the sales process by filing the activity away to his-
tory, and he date and time stamps it for future reference (see Figure 10.12). David'’s
appointment with Janice is an activity, but he also needs associated activities that
help him prepare for his appointment.
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FIGURE 10.13
New task
(activity): Check
out environ-
mentally friend-
ly countries.

HOUR 10: Entering Data as a Salesperson

David sets up a task activity to research which of the coffees that Semi-Roasted, Inc.,
provides are organic. He sets up another task activity to research the most environ-
mentally friendly coffee-producing countries and adds a note to double-check for the
closest provider. Janice had mentioned that she tries to buy as much locally pro-
duced product as possible. Figure 10.13 shows the newly created task.

T Taake Nrwr - Microsoft Dymamics CRM - Windows Inberreet Explorer ESEN
i Micrcs Dynaeics CRM —"
— e CAM &
Intosmation I
Task New
stes
* Task
Rrlatrd -
Subject What coflee growing countried aee the most erviconmentally (iendly?
# Comman —
& Chedk ou the intermet - Start with Cota Rica. 1 kno we have  ton of vendars from that area]
]
Precesses
G
|
Fegarding S The Gattes Hpuse =3
Cwner * £ David Gai 3
Duration 30 minutes - Pricsity ticemail M
Due B
atego ste
Open

ow desitop

After David adds these two tasks, he runs to a meeting, confident that he won't for-
get to prepare for the appointment he has with Janice now that he has captured the
two things he wants to do before their meeting. Figure 10.14 is a list of all David’s
open tasks.

When David returns, he completes the first of the two assigned tasks. He can mark
an activity as completed in three ways:

» From Outlook, check off the task as completed from the Outlook task list.

» From Microsoft Dynamics CRM, open the activity and select Complete.

» From Microsoft Dynamics CRM, open the activity and select Close Task.
Figure 10.15 shows the detailed completed task activity. Completed activities have a
status of Completed and show up under all activities and the Completed Activities
option associated with the account. If you display all of David’s activities, you get

Figure 10.16. If you choose the account The Coffee House and choose Completed
Activities, you get the completed activities associated with The Coffee House.
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FIGURE 10.14
David’s open
task activities.
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Options for Managing Activities

pleted task
activity.

Microsoft Dynamics CRM provides several ways to manage your activities. You
can manage activities from Outlook, with Outlook tasks synchronizing to Microsoft
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FIGURE 10.16
History display
from the
account The
Coffee House.

FIGURE 10.17
Activities dis-
playing with a
completed
activity.
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Dynamics CRM task activities. You can manage activities by selecting Microsoft
Dynamics CRM, My Work, Activities. And you can manage activities from a specific
account by selecting the account and then selecting Activities.

David likes to manage his tasks in both Microsoft Dynamics CRM and Outlook. He
loves that he can mix and match how he keeps track of things (see Figure 10.17).
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The Appointment

Thursday comes, and David is ready. He is looking forward to meeting with Janice
again, and he feels confident that he has products that meet her needs.

David and Janice talk for an hour. David spends a good amount of time listening to
Janice’s explanation of her business, goals, and needs. He asks a few questions to
support his internal efforts to ensure that her company is going to be a good long-
term customer and that funds and budget are available, but in general, he mostly
listens. At the end of the meeting, David fills Janice in on the Semi-Roasted, Inc.,
philosophy that matches some of what she has mentioned, and he sets up a meet-
ing for the entire team to try some of David'’s coffee and tea offerings. David specifi-
cally wants a chance to meet a few other people at the company so that he has
good depth of buy-in and some extra internal champions.

When David gets back to the office, he jumps into Dynamics CRM and prepares a
follow-up letter using a template he has used in the past. To do so, he opens the
account for The Coffee House. Then, from the menu bar, he selects Add. Finally,
from the ribbon, he selects Mail Merge. The screen shown in Figure 10.18 appears.

2 Microsoft Dynamics CRM Mail Merge for Microsoft Office Word -- Webpage Dialog (==l

Microsoft Dynamics CRM Mail Merge for Microsoft Office Word
Select the options for this mail merge.

Select the mail merge type:

Start with a:

®  Blank document

Organization mail merge template

IS/ |

Personal mail merge template

Merge:
®  Selected records on current page
' Allrecords on current page

T Allrecords on all pages

Select data fields:
To select the data fields to use with this mail merge, click Data Fields. -

hittp://crm2011/CRM/_grid/cmds/dlc €& Local intranet | Protected Mode: Off

David realizes that he has a good chance of closing this deal within the next 60
days, and he decides to set up a new Opportunity entity with an estimated close
date of July 31, 2011. He calculates that the approximate revenue will be
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FIGURE 10.18
A mail merge
follow-up letter
form for Janice
at The Coffee
House.
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FIGURE 10.19
Creating an
Opportunity
entity.
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$1,000/quarter and that this account is positioned for a long-term reoccurring rev-
enue model, if handled correctly. David creates the Opportunity entity as shown in
Figure 10.19.

48 Mitrono Dynaeics CRMA [——
Oppartunity tomize CAM @
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stomer® [} The Caffes House ]
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mase licely be 4000

Fareeast Infarmatian

" System Caleulated = User Provided
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g s oo 3@

* Line ltems
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Final Planning

Now that David has had his first meeting and has created the Opportunity entity
and captured some details about The Coffee House, he decides to meet with his sales
manager to talk about his final approach and technique.

David sends out an appointment activity request to John Brown, sales manager. He
creates this appointment in Outlook and links it to his Microsoft Dynamics CRM cal-
endar by choosing the Track in CRM option in the CRM Outlook client. He also sets
a regarding, which allows David to pick another entity to relate to the appointment.
He associates the appointment to John’s company, the Coffee House. This helps
David capture appointments related to The Coffee House in the Microsoft Dynamics
CRM history.

John Brown is notified that David has requested a meeting. He accepts, and the
response updates David’s Outlook calendar item.

David and John meet and decide on the following action plan for The Coffee House:
1. The coffee/tea tasting

2. Follow-up call to the tasting, offering a reference (or two)
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3. Introduction to Mel Robinson, owner of This Little House of Cookies (an
existing client from a neighboring state)

4. Follow-up call on how the discussions with Mel went and scheduling of the
revenue meeting

5. A revenue meeting/discussion with Janice, with some sharing of statistics
related to potential profit that The Coffee house can generate from offering
high-quality good-tasting coffee

6. Follow-up call to the revenue meeting to answer any remaining questions

7. Close-the-deal meeting to sign final paper work and possibly an introduc-
tion to the new account/customer service representative

Now that the plan has been decided, David adds these items to his calendar and
task list. They become activities in Microsoft Dynamics CRM (Outlook synchronizes
from tasks and Outlook calendar), and they are dated with a pending date that bal-
ances all that needs to be done prior to July 31, 2011.

As the weeks go by, David completes each phone call, each appointment, and each
task, resulting in a closed deal on July 31, 2011. After returning from his last
appointment, David closes the Opportunity entity in Microsoft Dynamics CRM as a
win, as shown in Figure 10.20.

dj Close Opportunity -- Webpage Dialog @

Close Opportunity
Provide the following information about why this opportunity is being closed.

Status * ® won  Lost

Status Reason ™ Wan -
Actual Revenue * 51,000.00

Close Date ™ 7/31/2011 v
Competitar =]
Description

Won the Deal - 1000 to start but long term quarterly revenue expectation.

OK H Cancel

http://cr € Local intranet | Protected Mode: Off
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FIGURE 10.20
Closing a won
opportunity.
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Workshop

Semi-Roasted, Inc., has a marketing department, which is run by Jackie Grand.
Jackie is excited that David has closed The Coffee House because it is one of her
favorite local restaurants. Jackie makes a point to introduce herself to Janice Fiddle-
head the next time she is in the restaurant. As they are talking, Jackie mentions that
she is looking for a few new case studies for some of the marketing efforts she is
working on. Janice jumps at the chance for some free advertising and volunteers to
be written up as a case study for Semi-Roasted, Inc. Janice creates a new marketing
campaign called Case Studies and defines a number of specific activities associated
with this campaign. These activities include sorting and finding a list of happy exist-
ing clients, reaching out and talking with the clients, scheduling interviews with the
clients who have volunteered, writing and editing the case studies, and sending a fol-
low-up thank-you gift. Janice has been given a budget for these activities, and she
adds this to the marketing campaign.

Q. Is it possible to pull leads into Dynamics CRM from an Excel Spreadsheet?

A. Yes. Microsoft Dynamics CRM offers Excel templates that can be populated and
then uploaded into Dynamics CRM.

Q. Can David associate his notes on Janice with her record in Microsoft Dynam-
ics CRM?

A. Yes. Notes can be associated with records in Microsoft Dynamics CRM.

Q. When an appointment is created in Outlook, what does it look like when syn-
chronized with Microsoft Dynamics CRM?

A. An Outlook appointment becomes a Microsoft Dynamics CRM activity of type
Appointment. It displays on the activity views.

Quiz
1. Can David add one task to Outlook and a different task activity to Microsoft

Dynamics CRM? What would his Outlook task list look like? What would his
open activities list look like?

2. What does David do in Microsoft Dynamics CRM when he gets a new lead at
the national coffee roasters’ event?
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3. What are David'’s options for entering a new lead in Microsoft Dynamics CRM?

4. Why does David close activities when they are done?

5. Can Jim Brown, sales manager, see David’s activities? Is such transparency
valuable? Why?

Answers

1. Yes, David can add tasks to either Microsoft Dynamics CRM or Outlook. His
task list will include all tasks.

2. He enters the lead as a new Lead in Microsoft Dynamics CRM.

3. One option for David is to enter leads through his mobile device using the
Microsoft Dynamics CRM mobile client or a third-party mobile option. He can
also use his laptop, as long as he has Internet access or, if he is offline, he can
use his laptop and sync with the corporate network later.

4. David closes activities so that they are filed to history and removed from his
active list of things to do.

5. Depending on how security is set up, Jim Brown can see David’s activities.

Exercise

Create a marketing campaign that Jackie can use to keep track of her need to cap-
ture and create a number of case studies. What are other tools within Dynamics CRM
that Jackie can leverage to make creating these case studies easier? Set up a market-
ing list and then use it to invite people to participate in the case study effort. When
people respond, where do you capture their responses? Associate the responses with

the marketing campaign.
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HOUR 11

Configuring Your Interaction
with Microsoft Dynamics CRM

What You’ll Learn in This Hour:

» Basic configurations
» Web Resources
» Default fields

In this hour, you will learn how to modify Microsoft Dynamics CRM to better fit
your business needs. You will learn how to add new fields to the data entry forms
and modify existing fields. You will also learn how to move fields from section to
section. Finally, you will learn about including iFrames and adding form-specific
scripts to the system.

Basic Configurations

When it comes to designing the entry forms for getting data into Microsoft Dynamics
CRM, Microsoft delivers a robust offering. In this section, you start by making just a
few changes and then expand out into the world of really changing a user’s interac-
tion with Microsoft Dynamics CRM without writing a single line of code.

Figure 11.1 shows the top of the default data entry form for an account.
Figure 11.2 shows the bottom of the default data entry form for an account.

Every entity (record type) has at least one form, and you can change a number of
different things on these forms. You can add or remove fields, you can add or
remove sections, and you can add or remove tabs. You can also modify the values of
a drop-down list either by adding to them, changing them, or deleting them. You
can also add an iFrame. (We discuss what an iFrame is in later sections of this hour.)
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FIGURE 11.1 e = :
The top of the pon st .
default account et i 8 tonesuanso
data entry form.
FIGURE 11.2 = = =
The bottom of b T .
the default oo e B tons stanan
account data '
entry form.
o | po =
Lo r |

You are now going to change the look of this default data entry form by changing
fields.

Removing Fields

You can remove a number of fields from the forms shown in Figure 11.1 and
Figure 11.2.
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To remove fields and change the default form, you need to do the following in

Microsoft Dynamics CRM:

1. Choose Settings.

2. Choose Customization. (If you do not have this option on your menu, you

probably do not have the correct security privileges to perform this func-

tion. Talk with your Microsoft Dynamics CRM administrator.)
3. Choose Customize the System.
4. Choose Components, Entities.

5. Choose Account.

You now see a list of items that are related to the specific Account entity (record

type). These include the core setup information, the forms and views functionality,

account fields, a series of different types of relationships that can be created, charts,
and the account-specific system messages and error code descriptions. As discussed
in earlier hours, an account is an entity that is built from a number of fields. To

modify the data entry form for an account, select Forms and Views.

How Many Forms Can You Have for Each Entity?
For any given entity, you can have a main form and a mobile form.

Figure 11.3 shows the area where you select the account form. Figure 11.4 shows the

form as it looks when editing. Notice that you have a number of new choices, includ-

ing a new Common Tasks pane.

View: All Forms

\ X | @ assign Security Roles | [ Form Order - | More Actions ~

| Name | FormType ~ | State | Customizable | Description
= nfarmation Main Managed True Aform for this entity.
[ 8 information Maobile Managed True

<,
1-20f2 (0 selected)

This is the form that is displayed for the CRM N

=]
=~
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FIGURE 11.3
Choosing an
Account form.
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FIGURE 11.4
Changing an
Account form.
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To remove a field from the account form, follow these steps:

1. Select the field using your mouse. You can tell the field is selected because a
solid box appears around the field.

2. When the field is selected, remove it by choosing the Remove button in the
ribbon. This process does not remove the field from the database, nor does
it delete data. It simply removes the field from the data entry form.

Consider, for instance, a company that decides to only capture address information
at the contact level. This method has various disadvantages, but it is an example.
This company also decides that there is no e-mail address associated at the generic
company level, but it wants to leave its options open for later. To encourage the
adoption of this business process, the company removes the address fields and the
e-mail fields from the account form. It does not delete the fields from the database.
If the place to enter data is not available, data will not be entered.

Figure 11.5 shows exactly the same account data entry form in edit mode minus the
address fields and the e-mail field.

Moving Fields

Now that you have removed a number of fields, you might also want to move fields
around the form. Here you will move a number of fields by using the mouse to drag
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. Solution: Default Solution
Form: Account

+ No. of Employees

and drop the fields. Figures 11.6 and 11.7 show the fields moved to new locations.

Notice that you need to choose the section you are editing, including the header, the

footer, and the body.

.. Solution: Default Solutian

Pasent Acceunt

Ferm: Account
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FIGURE 11.5
Removing the
address fields:
editing the form.

FIGURE 11.6
Moving fields:
editing the form.
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FIGURE 11.7 B = 30
Moving fields: e Company (amele .
the user oy § dioe Suctan
perspective.
Dieseription =
Adding a Subgrid
You can add and modify a form by using some advanced features on the Insert tab.
To add a subgrid, do the following:

1. Choose Insert from the upper-left corner.

2. In the ribbon, click Sub-Grid.

3. Asshown in Figure 11.8, add a subgrid to the account form to hold interna-
tional details. Adding a subgrid requires choosing a format of either one, two,
three, or four columns. Figure 11.9 shows the new International subgrid.

FIGURE 11.8 F—— i e
The Insert ; WO @ B
options.

Ll e ERL

olinwicsice
I
L}

i
L]
&

www.it-ebooks.info


http://www.it-ebooks.info/

Basic Configurations

i€ — ™
£ Section Properties — Webpage D:'akle [

[ it https:/fcrmlady.com.dynamics.com/Tools/FormEditor/ & |

Section Properties
Modify this section’s properties,

Display | Formatting

Name
Specify a unique name.

Name ™ International

Label* International
I Show the label of this section on the Form
I~ Show a line at top of the section

Field Label Width
Specify the width of the field label area in pixels.

Width * 115

Visibility
Specify the default visibility of this section.
[ Visible by default

@ Intemnet | Protected Mode: Off 8

Figure 11.10 shows the process for adding and moving fields:
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FIGURE 11.9
Adding a
subgrid:
International.

FIGURE 11.10
International
section fields.
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FIGURE 11.11
The new
International
section on the
account form.
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3.

Turn on fields that are international in nature.

Move any fields that are internationally oriented to the International section.

Add a new field such as Country Code by clicking the New Field button in
the bottom-right corner of the form.

Figure 11.11 shows two fields added: Country Code and International Access.

™ Company (sample)

any 8 ione sunton

LT TETETEY

nnnnnnn ® e

datsritip b Comptisr
Billing Infsrmation

c o u5Dam T Pavment Tems
3 Price it

Changing Columns Within a Section
Mr. Jack BlackHat decides that he does not want his display to appear in two even

columns. He has a number of check box fields, and he wants to display them in four

i .

columns to get maximum use of the screen real estate. He wonders how to change
this. To change this, Jack needs to do the following:

1. Select Insert.

2.

Insert a new four-column section, as shown in Figure 11.12.

Once Saved

Once the section is saved, the layout of columns cannot be changed unless you
delete the section and set up a new one.
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E FIGURE 11.12
Home | Insert Inserting a four-
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After Jack creates the section as four columns, he can add fields to this section. Jack
has already created a number of fields to represent colors. In Microsoft Dynamics
CRM 2011, you can create an option set of colors and then you can use this option
set for each field you create. Jack is a magician who makes balloon animals at par-
ties, and he always asks his clients what their favorite colors are. Jack has added
these color selections to the account form. Notice that the choices in Figure 11.13 are
all the boxes.

h S e FIGURE 11.13
5 [k OO E & Check boxes.

Secmen s el

Salution: Defauht Selution
|
Farm: Account

31 pewripton

Irternatienal

CountryRepion  Countey Gode
Ikermations! Aucess i
| Fawosite Cotons
+ |- 408 Favarite Cator + 2nd Favarite Color © B Favarite Calor
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How Did Jack Add New Fields?

As you are building a form, you can add new fields as follows:

1. Click New Field at the bottom of the fields list on the right-hand side of the

screen.
2. Choose a display name for the field, as shown in Figure 11.14.
3. Choose whether the field is required, business recommended, or optional.

4. Choose a type for the field, such as Option Set. If you choose Option Set,
then choose the option set you want to use, as shown in Figure 11.15.
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Adding the Internet to a Form: An iFrame

An iFrame is a frame that allows you to display content from other places within
Microsoft Dynamics CRM or from the Internet, within an entity form in Microsoft
Dynamics CRM. iFrame has an official definition, but it’s rather technical. For those
readers who live and breathe technical terms, well, you either know what an iFrame

is already or you can search online for iFrame to satisfy that technical desire to add
it to your vocabulary.

Jack BlackHat wants to search for content on specific accounts each time he is look-
ing at the details of an account. He thinks that a tab that offers him some search
capability would be wonderful. He is in luck: Microsoft Dynamics CRM supports this
interest. Look at Figure 11.16. It shows a new field that offers search, as well as an
iFrame added to the new favorite color section. In addition, the properties of the
iFrame include Microsoft’s search decision engine’s website (www.bing.com).

In the following section, you will dip your toe into a bit of programming, or at least
you are going to visit the area of forms that programmers can have fun with.
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Form Properties

A form has four areas: the header, the body, the footer, and the left navigation pane.
Figure 11.17 shows the form with most of the sections removed out of the body of the
form for clarity.

FIGURE 11.17 _ iAol By G
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Web Resources

For any given form in the system (and each entity has at least one form), you can
run a script OnLoad or OnSave of the form. To access this feature, choose Form
Properties, as shown in Figure 11.18.

-
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ok aca | Crmemove | @ up |  Down | Lyean
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Manage functions that will be called for fam ar field events.

Contol Form ~

Event. Onloss -
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oy Funation tnasied

3 Bt Libsary

You can now access your libraries by using OnLoad or OnSave.

Web Resources

In addition to iFrames, you now also have a new item called Web Resources. This
was necessary given that in the world of online you can limit yourself to custom
pages hosted in the same web server in which CRM was running. As the web tools
have expanded, so has Dynamics CRM.

In addition, Web Resources prevent you from having to copy and paste the same
Jscript over and over again on various onChange, onLoad, and onSave events.

Josh Beal sums it up in one really nice statement: “It is not a matter of can I do it...it
is a matter of should I do it.” He also indicates that hacking away at some .JS files
on a web server is a risky venture and potentially not upgradable.

There are now a number of Web Resources that developers can use to expand the
user experience. These include many of the following (although this list doesn’t not
include all the options):

» HTML web pages

» CSS style sheets
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» Script (JScript)

» Data (XML)

» Images (PNG, JPG, GIFE, or ICO)
» Silverlight (XAP)

» XSL style sheets

» ASPx.net Pages

Default Fields

A certain number of default fields come with Microsoft Dynamics CRM, but you are
not limited to just these. You can add your own fields to capture data that might be
specific to your company. After you create a field you can circle back and update the
form and add your new field to any section.

Optional Fields

Numerous attributes exist within Microsoft Dynamics CRM that are not necessar-
ily displayed on the initial forms.

Adding Fields

To add or change fields, you go to the Customize Entities page. Here’s how you add
some fun fields to the contact entity to complement Jack BlackHat’s business model:

1. Choose Custom Entities.
2. Choose the entity you want to add attributes to (for example, Contacts).

3. Choose Fields.

In Figure 11.19, you can see the list of default contact fields. Some of them are
already displayed on the form, and others can be used as needed. If the field that
you want to create is not in the list, you can create it. When creating a field, you
must make a number of decisions. As an example, you will create a field called Likes
Magic? that will allow Jack BlackHat to mark each contact as either liking or dislik-
ing magic. This field has an answer that is one of two answers, Yes or No, so you
want to choose the field type Bit. Figure 11.19 shows the list of default fields for
Microsoft Dynamics CRM. Figure 11.20 shows the first screen you see when creating
a new custom field.
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Fields can be of all different types. The Type field within the attribute is not only a
drop-down list of choices, but when you make your choice, the formatting of the
actual details change based on the type you select. For instance, if you choose that
the field you are adding is an Int (for integer), your formatting choices will include
how many decimals and the maximum and minimum values.
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Bxﬁgf,— Microsoft Dynamics CRM Architecture

If you are going to add a number of fields, you should read more about architect-
ing Microsoft Dynamics CRM or talk with a Microsoft Dynamics CRM specialist
before proceeding. The type of field and the creation of fields affect the entire
Microsoft Dynamics CRM framework and database structure. Adding a new field
is not always the best architectural decision to solve a business need for a spe-
cific type of report or display.

Changing Names

You can change the names of existing fields. When you change the name of a field,
the name on the form and the name in any associated views also change. You can-
not change the internal database name of the field, but you can change the display
name of a specific field. To change a field name, follow these steps:

1. Select a specific field.
2. Select the field.

3. Change the display name to a name of your liking. Figure 11.21 shows the
form for editing a field.

FIGURE 11.21 " ]
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Field Internal Names

Although you are changing the field display name, the name that appears in
reports will be the original.

Adding and Modifying Drop-Down List Values

Another common change to fields is to modify or add drop-down values to fields
that are of type picklist. If you choose the field role on the Contact entity, you can
add to the default picklist values, as shown in Figure 11.22.

General

Schema
Display Name * [Roid Requirement Level * Mo Constraint -
Hame * [accountralecade Searchable Yes -
Field Security ¢ Enable & D
Auditing * ( Enable (" Disable

A\ This field will not be audited until auditing is enabled for the organization.
Desdiption Account role of the contact.

For information about how to interact with entities and fields progr

see the Microsoft Dynamics CRM SDK

Type

Type *

Optian Set
Use Existing Option et (* ves (%
Default Value Unassigned Value -

Options

E A Z
3 e 8 i Label *
Decision Maker
Employee
Influencer

Value™

Description

You now know how to change and modify a form and add and change existing
fields. You can add drop-down values to drop-down fields, and you can create sec-
tions on a form. You also have the power to add your new fields to the existing
form. You have also learned how to add a simple iFrame that serves up an external
web page. These web pages could be a search engine or even a mapping application
for easy access to maps.

Views

A list of system views is available on every entity you select. System views include
items such as My Accounts, Active Accounts, My Activities, Closed Activities, Leads
Open Last Week, and more.
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FIGURE 11.23
Forms and
views.
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To create system views, you can start by looking at the Account entity System Views

option under Customization. Figure 11.23 shows a list of the system views under
Forms and Views associated with the Account entity. In addition to what you will
learn about Advanced Find and creating ad hoc user-specific views in later hours,

here we examine how you can modify existing system views and set up new system

views.

E /gy Publish All Custamizations

— Contact
@E & Views

Solution: Default Solution View: All Adtive Views
4 [ Entities [=]
.2 Account TInew | X | More Actions -
[ Activity | Name ~ | Type | state | customizable
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g Appointment [C17§ Contact Assodiated View Associated View Managed True
Article =
% O [F17Z Contacts Advanced Find View Advanced Find View Managed True
=) Business Unit [17Z Contacts Lookup View Lookup View Managed True
. [# Campaign 1] Contacts: Influenced Deals That We... Public View Managed True
. ¢ Campaign Adtivity [F17] Contadts: No Campaign Activities in... Public View Managed True
» % Campaign Respo.. [TJT] Contacts: No Orders in Last& Mont... Public View Managed True
> il Case [F1T] Contacts: Responded to Campaign...  Public View Managed True
. BE Case Resolution
a— ——— [F]C] nactive Contacts Public View Managed True
) GRS 175 My Active Contacts Default Public View Managed True
S} Connection [F1T] My Connedtions Public View Managed True
g Connection Role [C17§ Quick Find Active Contacts Quick Find View Managed True
4 ] Contact
= Foms
& Views
il Charts
(] Fields

a5 1:N Relations...
23 N:1 Relations...
33 N:N Relations...
:g Messages

System Views

System views are available to all users who have access to your Microsoft
Dynamics CRM system. You can have an unlimited number of system views per
entity.

Modifying an Existing System View

To modify a view, follow these steps:

1.
2.
3.

Select the system view you want to change (Figure 11.24).
Choose a column.

Use your mouse to control the common tasks green arrows to move a col-
umn to the right or left (see Figure 11.25).

Select Common Tasks, Add Columns to add existing fields to the view.
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5. Select Common Tasks, Change Properties to change the width of the column
you have selected.

6. Use Configure Sorting to select a field as the default sort (see Figures 11.24
through 11.26 for examples).

FIGURE 11.24
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FIGURE 11.26
Modifying the
Accounts sys-
tem view.
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E [[¢y Publish All Customizations
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When you are modifying the Accounts system view, you are changing the Accounts
view for all users. You might want to remove the columns that do not really apply to
your business model, or you might want to rearrange the columns so that the most
critical information on the accounts is listed in the first column.

When you use a view, you can sort by any column by clicking on the column head-
er, but a review and a change of the default sort saves a step.

The width of the column can also make a difference. If your business has long
account names, ensure that the Account Name column is as wide as possible. On the
other hand, if your account names are relatively short, shorten the Account Name
column to take advantage of more screen real estate. Also, you can manage the
white space to make the display more user-friendly.

Columns that you select for your view are also columns of data that will appear in your
interaction and use between Microsoft Dynamics Excel and views of data. You will learn
more about this in Hour 20, “Utilizing the Power of Microsoft Excel with CRM Data.”

Adding a New System View

To add a new system view, follow these steps:
1. Choose Customize Entities.

2. Choose the entity associated where you want to create a new system view. For
example, you can create a new view associated with the Phone Call entity.
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3. Choose Forms and Views.

4. Click New (see Figure 11.27) and give your new view a name and descrip-
tion (see Figure 11.28).
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43

43

43

b

b

b

b

b

b

Name = | Type | state

Customizable |

Phone Call Associated View Associated View Managed True

[17& Phone Call Lookup View Lookup View Managed True

%) Mail Merge Tem...
@] Marketing List
|| Note
F Opportunity
{4 Opportunity Close
g‘g Opportunity Pro...| |
&3 Opportunity Rel...
Order
2y Order Close
» | Order Product
i @3 Organization
i+ By Parrot
1+ By Parrot Activity
4 (5 Phone Call
Forms
& Views
il Charts
(] Fields
3 1:N Relations...
Z N:1 Relations...
3 NN Relations...
[2<] Messages

fi B
o Voo oo S e FIGURE 11.28
- reating a new
44 https://crmlady.crm.dynamics.com/Tools/ViewEditor/Dialogs/ViewProperties.aspx? 4 | Creat g a €
system view.
Provide Information for This View
Provide a name and description for this view. For public views the name will be visible to users
in the View list.
Name *
Description
https://crmlady.ct @ Internet | Protected Mode: Off 3

www.it-ebooks.info


http://www.it-ebooks.info/

244

FIGURE 11.29
Filtering data
criteria.
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You can now proceed to select columns, adjust the width of those columns, and
arrange those columns to your liking. After you finish, click Save.

Adding a Filter

You might want to limit the data that displays when your new view is selected. For
instance, say that you are creating a phone call view that only shows phone calls
that start with 401. To filter the data in your new system view, follow these steps:

1. Choose Filter Data Criteria (see Figure 11.29).

2. Using the power of query, select your filter criteria.
3. Choose Phone Number.
4

Choose Contains and Enter 401.
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Adding new system views is just one of the many ways you can use views. For more
details on creating custom ad hoc views, see Hour 20.

You have now changed your interaction with Microsoft Dynamics CRM and have
added additional ways to interact with and display all the data that has been cap-
tured in the system.
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Jack BlackHat has a small business called BlackHat Magic, which offers magic per-
formances to individual families for birthday parties and celebrations, and to large
corporations for trade shows and employee festivals. Jack uses Microsoft Dynamics
CRM to track specific details on the contacts he works with and the families and
companies who engage him. Jack has added a number of custom fields to his ver-
sion of Microsoft Dynamics CRM so that he can track the different preferences of his
contacts as well as the various associated birthdays, anniversaries, and special
events. Jack also likes to remember everyone he meets, so he spends extra effort to
capture details that helps him remember his hundreds of contacts. These details
include hair color, eye color, and favorite outfit.

Jack also keeps track of how different families are related to each other. He uses the
Parent Account field in Microsoft Dynamics CRM to create a family tree type of asso-
ciation. Jack also uses the Microsoft Dynamics CRM relationships feature to capture
associations between kids that play on the same sports teams and their parents so
that he can pass out his business cards and ask for appropriate references.

Q&A

Q. Are there fields available to use that are not displayed on the default
forms?

A. Yes. Microsoft Dynamics CRM comes with a large number of fields that are not
included on the initial default screens. These can be used as they are or
renamed.

Q. How do I add values to the drop-down lists?

A. You add values to the drop-down lists by editing an attribute that is of type
picklist, you can also associate option lists with picklist fields.

Q. | want to offer the entry of an account number on two different sections in
the account form. Can this be done?

A. Yes, you can display the account number field on different sections of the form
multiple times.
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How do I create a personal view that is not available to other users in the
system?

You can use Advanced Find. For more details on using Advanced Find, see
Hour 20.

Can | share a personal view with other people?

A. Yes. You can create a personal view and share it with a team or with specific users.

Q. Can I delete an existing system view?

A. Yes, but doing so deletes it for all users of your Microsoft Dynamics CRM

environment.

Quiz

1.

o g oW

What are three fields that Jack needs to add to his Microsoft Dynamics CRM
system? What type of fields are they?

Do you see any example within Jack’s business where an iFrame would prove
useful?

How many forms does each entity have?
What needs to be changed on the form to allow for four columns?
Can you display a field more than once on any given form?

After you create a new system view, who has access to it?

Answers

1.

o g W

Likes Magic? of type Bit, Favorite Color of type Picklist, and birthday of type
DATETIME with the option of Date only selected.

Jack BlackHat travels often. Easy access from within the account to one of the
mapping applications, such as Live Maps, is extremely helpful.

Each entity can have more than one form.
The properties of the section need to be changed to add four columns.
You can now display more than one of the same attribute on any given form.

System views are available to all users of Microsoft Dynamics CRM.
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Exercise

Add the fields that Jack BlackHat needs for his BlackHat Magic company, including
fields to track each critical event on the contact form and the details to help Jack
remember each contact’s unique features. These might include height, character, and
eye color. In addition, create the color fields of type Bit and then add these to a sec-
tion of the account form. Set each field to a check box and display it in four columns.

Check Boxes Are Not Usually the Answer

Check boxes are not the answer for a good number of business situations. There
is a more historically appropriate solution in the use of activities. Discuss your
choices with an experienced Microsoft Dynamics CRM architect.
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HOUR 12

Contacts and Activity
Capture

What You’ll Learn in This Hour:

» Capturing contact information
» Related contacts
» Leveraging and using activities

In this hour, you will learn about contacts and associated activities. In addition, this
hour gets into the details of relating contacts to each other and to other accounts.

Capturing Contact Information

In Microsoft Dynamics CRM 2011, you capture contact information through the
Contact form, which is separated into different sections. We are now going to look at
the different sections of the Contact form.

The General Section

As introduced in Hour 2, “The Basic Vocabulary of CRM Functionality,” a contact is
a specific person. A contact also has related information, such as the activities a
staff person might have promised to complete for a person and the relationships
that a person has with other people and companies. Depending on the industry and
business, and even the country culture and rules, various levels of detail can be cap-
tured about a specific person in the Contact form in Microsoft Dynamics CRM 2011.

Contacts Are Not Always People B_)Lﬁz_gl_

A contact does not have to be a person: It can be renamed just like any other
customizable entity in Microsoft Dynamics CRM. Rename offers you the full con-
tact functionality whereas a custom entity would not. If you are in a unique indus-
try, you can rename and use a contact for a piece of clothing associated with an
outfit, a farm animal associated with a farm, an area of a sign associated with a
sign, or a type of wine associated with a wine cellar.
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Contacts in Microsoft Dynamics CRM have a number of nuances of interest for dis-
cussion. For instance, capturing details on a person isn’t always just about the tech-
nology. In certain countries, it is not culturally acceptable to track certain types of
personal information within business electronic databases, such as personal habits,
favorite hobbies, golf scores, and more. If you are configuring Microsoft Dynamics
CRM for another company, you might want to check on some of these types of busi-
ness and cultural rules.

Figure 12.1 shows the default General section of the Contact form. The following
looks at some of the important fields in this section.

FIGURE 12.1 &
A contact’s gen- e —
eral details. i St aa)

* General

9]

Hatee

B;Lﬁl_e_ The Name Fields
ay

Notice that in Figure 12.1, the name is displayed using three different fields: First
Name, Middle Name, and Last Name. This format for capturing allows for sorting
and for granular views based on three specifically unique and yet related pieces
of information. The system is also designed to offer a full name display if it has
access to these three core data fields. There is also the option to totally skip this
separation of name and use the full name only, with JScript populating the
required Last Name field.

Salutation

Salutation is a field for capturing all the different terms you would use when writing
a letter or addressing someone other than by his or her first and last name. These
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can include Mr., Mrs., Ms., Dr., and more, depending on the country or style in
which your company addresses contacts. This field can also be used with mail merge
when you are using a generic Dear field such as Dear Sir.

Salutation

By default, the Salutation field is a text field, but if you have a long list of options,
you may want to hide the default Salutation field and add your own custom field of
type Picklist to ensure a higher level of consistency in spelling and form over time.

Job Title

One of the default fields for a contact is Job Title. Job Title is an open text field, so a
user can enter any derivative of job title as fits. Text fields can be a problem for data
quality and as such you might want to replace this field.

Data Quality

If you want to control consistency of spelling and job title options, you might want
to make this a drop-down list (using the Picklist attribute). On the other hand, in
this day and age, you can come across some rather creative job titles, and you
don’t want to frustrate yourself or users if they want to add something creative.

Parent Account

For any given contact, there is one parent account. The parent account relationship
is a special one in Microsoft Dynamics CRM. Just as an account can have a primary
contact, a contact can have an association to a specific account (or customer). The
association to a customer is a lookup on the Account entity. If the account doesn’t
exist, this field can be left empty, or a new account can be entered when the contact
is entered.

Lookup

A lookup is when the system has an association between two entities and the
system uses this association to look up data that is related via a key or primary
field. This can also be thought of as a one-to-many, many-to-one, or many-to-many
relationship between entities.

Currency

Every contact can have a unique association to a currency from the currencies
defined in Microsoft Dynamics CRM. Currency is a required field for a contact
because it is used in many other places in Microsoft Dynamics CRM. However, if you
have only one currency, you can move this field to a different section and set your
currency as the default.
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FIGURE 12.2
The currency
lookup.
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Figure 12.2 shows the currency lookup.

|a Selution: Default Sclutien

Form: Contact

i i Cumeney

! ! Contact Methads

e :

inating Lead

Phone Numbers

Each contact has spaces for a number of different phone numbers, by default a set of
telephone numbers are named Business, Home, Mobile, and Fax. This sixth phone
number is a delivery address phone number for reference to shipping forms that
require a phone number. There are default phone numbers, but that does not mean
you can’t add more or take away some that might not be useful. You can also
change the phone number format by creating new complementary attributes for
extension and area code. You can use a small piece of code as part of the OnChange
event to the phone number attribute for formatting. For more information on
OnChange, OnLoad, and OnSave events, check out Hour 24, “Microsoft Dynamics
CRM as a Development Framework.”

The Address Fields

The Contact form includes a primary address, but you can add an unlimited number
of addresses for a contact by using the More Addresses option in the left navigation
pane. If you create a contact after selecting its account, the address will be prepopu-
lated with the account’s address; otherwise, it will be blank. The primary address also
includes an address name (which might be something like “corporate headquarters”).
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Other Fields in the General Section

Other fields worth noting include Address Type (which includes Bill To, Ship To,
Primary, and Other by default), Shipping Method, and Default Freight Terms. If you
are in a service industry and you don't ship product, you might want to turn off
some of these fields by selecting System Configuration, Customization to offer a
cleaner interface.

Description

The text in the Description field is limited to approximately 2,000 characters, so you
should carefully consider how to use it. One use of the Description field is to summa-
rize a general profile for a contact, or you can select the contact’s profile from a web-
site and paste it into this space. The Description field should not be used for regular
historical notes because if it is used in this manner, a user might run out of space.
(See the section “The Notes and Activities Section,” later in this chapter, for informa-
tion on historical notes.)

The Details Section of the Contact Form

Figure 12.3 shows the common fields found in the Details section of the Contact form.

|0_. Solution: Default Solution

Ferm: Contact

Peesaral Informatian

Gender

My

Cumency i1 Anniversary

! Bulkc Email

i iipmone Y

|+ Orginsting Lead 1 Last Date Included In
i i Campaign

i 1 Send Marketing H
§ 1 Materiads 4
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Department

Department is descriptive only and is not used in other parts of the system. It can be
helpful, however, when extending Microsoft Dynamics CRM or when creating ad hoc
reports.

Role

Role is a drop-down field that supports a user’s interest in classifying the true role of
a contact (for instance, influencer, decision maker).

Owner

The owner of the contact affects many things in Microsoft Dynamics CRM. It is a key
field that helps control data access and role-based security. It can also be used to
focus and filter data for views and reports. Every contact in Microsoft Dynamics CRM
must be assigned an owner, and the owner of the contact must be a licensed
Microsoft Dynamics CRM user of the system. This also applies to the owner of the
account. The owner of the account and the owner of the contact do not have to be
the same.

For instance, perhaps you want to limit who has access to specific contacts. You can
do this by assigning the proper owner to each of the contacts associated with an
account and then configuring security to be owner specific. As you learned in Hour
5, “Security,” you can add many layers of security to Microsoft Dynamics CRM.

Team Ownership

Accounts and Contacts (as well as other entities) can also be owned by a team.
Team ownership works similarly to specific owner although each member of the
team is given access to the entity as if they owned it.

Originating Lead

If you are using the leads feature of Microsoft Dynamics CRM, and you convert a
lead to an account and a contact, the Originating Lead field will display the lead
record where this contact came from. You can use this link to look at lead notes and
activities related to the contact.

Billing Information

If you integrate Microsoft Dynamics CRM with other Dynamics applications, such as
the accounting software Microsoft Dynamics NAV, Microsoft Dynamics GP, or
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Microsoft Dynamics AX, some of the billing information will be automatically popu-
lated. If your accounting software is not integrated with Microsoft Dynamics CRM,
the Billing Information field is a place to capture billing details that might be of
interest to the sales team. In addition, if you are using Microsoft Dynamics CRM to
create quotes, orders, and invoices, the default price list defined on the contact will
be the default price list used when creating quotes, orders, and invoices for this con-
tact. If you are not using Microsoft Dynamics CRM for any type of accounting, you
might want to remove this field from the form.

Contact Methods

To help support anti-spam regulations and compliance with these regulations,
Microsoft Dynamics CRM provides a place to capture the marketing wishes of your
contacts. When creating marketing campaigns, when sending email (including bulk
email), and when doing mailings, Microsoft Dynamics CRM checks the settings on
the contact and alerts the user of any mailing issues. For instance, if you set a con-
tact to not allow email, Microsoft Dynamics CRM will not allow you to send email to
that contact. If you have the account set to Do Not Allow and the contact to Allow,
the Account takes priority, and your mailing will be blocked.

Marketing Information

As you learned in Hour 9, “Marketing Campaigns,” Microsoft Dynamics CRM has a
campaign management system that allows for detailed tracking of activities associ-
ated with specific marketing efforts. When looking at specific contacts, you can see
the last campaign that a specific contact was included in, and you can set whether
you want a specific contact to be included in future marketing campaigns.

Service Preferences

Service Preferences is a section associated with the scheduling and service functional-
ity in Microsoft Dynamics CRM. If you are not using service and scheduling func-
tionality, you can remove this field or this entire section from the form (although
you might find some of the fields useful).

In terms of service, as you will learn in Hour 19, “Scheduling,” scheduling is a
detailed and robust function in Microsoft Dynamics CRM, but it is also quite particu-
lar when it comes to wanting specific details. If you plan to use scheduling, you defi-
nitely want to choose and set the right specifics on your contact with regard to pre-
ferred service, preferred equipment/facility, and preferred user. This will make using
the scheduling feature a lot smoother. Defining the preferred fields within a contact

www.it-ebooks.info

255


http://www.it-ebooks.info/

256

FIGURE 12.4
The Notes and
Activities sec-
tion of the
Contact form.
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when a contact is added eliminates the need to go back and update all contacts with
the preferred settings.

The Notes and Activities Section

Notes and Activities are available on many different entities, and you can capture
notes and activities on all or a subset of entities, but it’s important to consider how
notes will be used. If you want to aggregate all notes from all entities into one cen-
tral place, you need either a report, a custom application, or a third-party add-in to
Microsoft Dynamics CRM. By default, Microsoft Dynamics CRM serves up notes as
they relate to a specific entity. There is definitely good reasoning behind this, but it
also can trip you up. For instance, to see all the notes and the total set of conversa-
tions you have had with a specific contact, choosing the Notes section on that con-
tact will show you a good running history, unless you also have contact-specific
notes on an account, an activity, or the opportunity.

It is important to decide on a good business process with regard to notes. You can
also offer more freedom in note taking (ultimately capturing more corporate details)
if you add in a note display or report.

Figure 12.4 shows an example of the Notes section with three captured notes.

= Solution: Default Solution
&
Form: Contact

Currency Anniversary

[~ Mates & Activities

Acthities

1k E.mail

Notes are unlimited in terms of how many words you can type in them. You can
have a long note or a series of short notes. You can also associate attachments with
notes, although these attachments are more for historical reference than for long-
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term collaboration and editing. If you want a true document library where you can
search, check out, edit, and check in documents, you really want to leverage the
integration between Microsoft Dynamics CRM and Microsoft SharePoint. They make
a natural partnership, and with a tiny bit of work, you can have the correct
SharePoint account-specific document library appear as a section in the account or
contact record of Microsoft Dynamics CRM.

Unstructured Data Such as Documents B;Lﬂelﬁl_

SharePoint is a great solution for unstructured data, and Microsoft Dynamics
CRM works well as SharePoint’s partner with structured data.

For more information about your chosen architecture for Microsoft SharePoint with
Microsoft Dynamics CRM, talk with a local Microsoft Partner who specializes in
SharePoint and Microsoft Dynamics CRM. Additionally you will want to leverage the
integration to SharePoint that is delivered with Dynamics CRM v2011.

Where to Put Notes B)Lﬂle_
ay

If your teams are good at business processes, a simple rule of thumb could be to
organize the free-form notes captured by all the different people in your organiza-
tion. If each person at your company has a unique and creative style, however,
you might want to leverage technology to summarize and organize the free-form
notes captured.

Related Contacts

If you have many different relationships that you want to track or if you want to
capture the relationships that a given contact has to other contacts or accounts, you
might want to take advantage of the relationship-tracking feature of Microsoft
Dynamics CRM. There are two different options here: relationships and connections.

Tracking Relationships

The relationship-tracking feature offers a chance to define relationship roles, such as
association and association member or vendor contact and reseller contact. The rela-
tionship-tracking feature of Microsoft Dynamics CRM exists because it was available
in earlier version, but in v2011 is being replaced by connections. The relationship
tracking feature is accessible from the left navigation pane of the Contact form, the
Account form, and the Opportunity form.

www.it-ebooks.info


http://www.it-ebooks.info/

258 HOUR 12: Contacts and Activity Capture

Figure 12.5 shows the new relationship form, as accessed from by selecting
Relationships on the Contact form.

- . N
FIGURE 12.5 /& Customer Relationship: New - Microsoft Dynamics CRM - Windows Internet Expluml B
Adding a new [ it https://crmlady.crm. dynamics.com/sfa/customerelationships/edit.aspx?_CreateFromld=%7bFEISA05-67E5 01128631 & | B |
relationship. -
P E = [EXsave and close [ (i) Help -
@ Customer Relationship: New
~ General
Current record: Create relationship to:
Party1™ |83 Jack Wilkes ﬁ Party 2™ [ Nationsl Coffee Lovers Associ |
Role1 ~  Role2 I -
Description 1 | Description 2 T
Status: New
https://crmlady.crm.dynamics Sl € Internet | Protected Mode: Off v R10% -

Figure 12.6 shows the details of a completed relationship. In this example, Jack
Wilkes is a member of the National Coffee Lovers Association.

FIGURE 12.6 44| Microsoft Dynamics CRM
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Save Collaborate Frocess Data
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Notes & Acivities Any
Marketing
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Tracking Connections

The second option when it comes to tracking who is connected to whom is to track
connections. Connections are unique entities that track relationships between differ-
ent accounts and relationships between different contacts. In fact, you can even use
connections to track the complex relationships between other entities.

Unlike the relationship feature discussed in the preceding section, connections offers
a lot more long-term depth of feature and functionality. For instance, when you cre-
ate a connection between a person and an account, you can define the specific role
the person has within that relationship. You can also capture when the relationship
started and when the relationship ended (if it ended). So a contact can be connected
to an account, but it can also be connected to an opportunity, a lead, or another
contact.

When you are using connections, you can use different views to determine such
things as who is influencing a specific sale or who manages a specific budget.
Figure 12.7 shows a connection on a contact associated with an account. In this spe-
cific situation, the account is not the contact’s employer but is a vendor with which
the contact does business. The contact has this connection because he was a former
employee of this vendor. We can capture that John Smith worked at Greenfield
Vendor prior to holding his current position with ABC Company.

[ Tt Ao Tortacts - o

it Fretetes 3 @ ol Buung iun

PN —

s John Smith

phmBabccompany com Ay & iane Staston
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FIGURE 12.8
Activity types.
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Leveraging and Using Activities

As you learned in Hour 2, activities are classified as one of the following: tasks,
faxes, phone calls, e-mails, letters, appointments, and special case service activities
or marketing campaign activities. The special activities are discussed in Hour 9 and
Hour 19. Figure 12.8 shows the full list of activity types.
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T ———

ke H = 0 R BRI (o BN

Regarsng Frisnty art Date D Date =
() A Compan Bisemal

Each activity type captures a set of unique information and core details, and there-
fore each activity is slightly different, but they are all considered activities and are
aggregated under the Activity entity views. This means that all activities can be
shown under the activities view usually found in Workplace, and all your activities
can be seen in the view My Activities (see Figure 12.9). We talk more about special
types of activity views later in this hour.

Additionally if you select a specific contact or if you select a specific account, you
will see listed in the left menu that you have an Activities option and a History
option. In these two areas, History is another name for completed activities.
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Activities as a Key Indicator Bxﬂgﬁ,—

Activities are the key indicator for tracking who did what and when within the sys-
tem. When the Save as Completed option is chosen, an activity is locked into his-
tory, and the system stamps it with a user, date, and time. This stamp allows you
to view or report on the actual completed date and on the created date and last
modified date.

[iwwrer » FIGURE 12.9
- - - 2 The My
" Activities view.
B
i
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m B Ietern | rotecied bede 001 v mw -

Task Activities

Figure 12.10 shows the details of a Task activity. You can configure a Task activity to
synchronize with Microsoft Outlook tasks. This synchronization means that, if you
check off the task as completed in Outlook, it also shows up as completed in
Microsoft Dynamics CRM, and if you complete the activity in Microsoft Dynamics
CRM, it shows up as completed in Outlook tasks. Activities of type Task are the only
activities that synchronize with Outlook tasks.

You can associate an attachment with a task activity, as shown in Figure 12.11.
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FIGURE 12'10 Information |:' Task activities Tale
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Attachments are unstructured files of various sizes, and although Microsoft
Dynamics CRM can be configured to limit attachments to sizes within a limit, you
should consider the risks and rewards of inserting attachments before building
this feature into your business process.

Fax Activities

Figure 12.12 shows a Fax activity. A Fax activity does not send faxes; it tracks that a
fax was sent. It includes an area for you to indicate what number and to whom the
fax was sent. In a Fax activity, notice that there are some unique fields, such as Fax
Number, Recipient, and Sender. Fax activities do not synchronize with Outlook, but
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they can be viewed under the Activities view (see Figure 12.13). You can also reach
the Activities view via the Activities folder in Outlook.

== = o FIGURE 12.12
= New A Fax activity.
~ Fax
Sender £ 2nne stanton [@  FaxNumber 3124122233
Recipient |85 Harry Greenfield [@  Direction " Incoming (* Outgaing
Subject™ Fax the Confidentiality Agreement
|
Regarding @
Owner™* £ Anne Stanton @
Duration 30 minutes [w] priority Normal -
Due £/9/2011 [Ev| 1200 AM[w]  CoverPage Required
Categary Sub-Category
Activity Status Open

] A Fame = z FIGURE 12.13
- The Fax
Activities view.

o s s my a0 [ | -

Phone Call Activities

If you create a new activity of type Phone Call after you have chosen the contact,
the Phone Call activity automatically populates with the contact’s main phone
number and the correct contacts for both the contact and the CRM user. Figure
12.14 shows an example.
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FIGURE 12.14
A Phone Call
activity.

HOUR 12: Contacts and Activity Capture
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In addition, if you change the Outgoing and Incoming radio buttons on the Phone
Call activity, the names will be automatically swapped.

E-mail Activities

E-mail activities are completed when tracking e-mail from Outlook. However, from
within Microsoft Dynamics CRM, you can create an e-mail message and save it to
be sent later. You can also create an e-mail message and associate it with someone
else so that the other person can send it when ready. Perhaps someone wants you to
create a first draft and he then wants to do a final edit and send it. You can also cre-
ate and send an e-mail message immediately. E-mail messages created and sent
from Microsoft Dynamics CRM are not tracked in Microsoft Outlook. This is by
design. Figure 12.15 shows an E-mail activity.

E-mail activities have an option to allow you to format an e-mail message using
rich text commands, insert a standard e-mail template that might include data
fields from Microsoft Dynamics CRM, or insert one of your Knowledge Base articles.
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[4 E-mail Adtivities = P FIGURE 12.15
~ Meeting An E-mail
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From § Anne Stanton =]
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It was a pleasure meeting you yesterday. I look forward to talking with you again soon.
Best Regards

Anne

Status Reason Draft

If you do want to associate an attachment with an e-mail message, you first need to
save the e-mail message (which you can do without exiting) and then associate the
attachment to the created E-mail activity.

As you learned in Hour 9, you can also send e-mail messages as part of a full mar-
keting campaign or a quick campaign.

E-mail messages that are tracked from Outlook and e-mail messages that are sent
from Microsoft Dynamics CRM would appear under a contact’s history and under
the staff members’ activities. In addition, you can set a “regarding” within an
e-mail message and associate it with another entity, such as an invoice, an opportu-
nity, or a service case.
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FIGURE 12.16
A Letter activity.
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Letter Activities

A Letter activity can track when letters are sent to a prospect or customer. A Letter
activity is a classification that includes an area to indicate which address to send a
letter to or the address to which a letter was sent. Figure 12.16 shows an example of
an activity of type Letter.

~ MNew

* Letter
Sender 8 anne stanton O Address Carparste OMfice
Recipient &l Tere Brown 0 Disedion  incoming @ Outgeing
Subject * send a Thank You Note
Send a Thank yau letter for the nice flovwers thit were sent far the open hause [
Regarding L) 2B Company =
Ovwnes * 8 Anne stanton 0
Duration 30 minustes w| vty Hormal -
Due gL (B 1200 aM)w]
Category Sub.Categaey

et apen

Appointment or Recurring Appointment Activities

An Appointment activity shows up on the Microsoft Dynamics CRM calendar in the
My Activities view of Microsoft Dynamics CRM. If you are synchronizing all appoint-
ments to Microsoft Outlook, they also appear in your Outlook calendar. You can
also selectively connect Outlook appointments to Microsoft Dynamics CRM from
Outlook. When you do this, the items appear as Appointment activities in Microsoft
Dynamics CRM. See Figure 12.17. Recurring activities can also be tracked, although
they are tracked as a unique activity of type recurring.
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Custom Activities

You can create

custom activity types if the other options do not fit your business

model. To create a custom activity type, you need to create a new entity and select
the option to make the new entity an activity (see Figure 12.18). Here’s how you do it:
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FIGURE 12.17
An Appointment
activity.

FIGURE 12.18
Creating a cus-
tom activity.
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Select Settings.

Select Customizations.

Select Customize the System.
Select Entities.

Select New.

o a » w b PR

Select Define as an Activity Entity.

After you define a custom activity entity, the choice of types of activities list will be
updated. For instance if you select New from My Activities, the list of choices will
now include your new type.

Workshop

Janet runs a boutique clothing store, and she uses Microsoft Dynamics CRM to man-
age her marketing efforts and her relationships with customers. Given that Janet’s
store is a boutique, she has a special relationship with some of her most loyal
clients, and Janet makes a point of remembering what they like. Janet captures each
visitor who visits her store and who signs up for her regular mailings. Janet also uses
Appointment activities to capture meetings for private showings of new clothing
lines and to mark on her calendar her quarterly board meeting. Janet has
rearranged the Contact form to fit her business model. She has created a new sec-
tion and a set of attributes to capture details, such as favorite clothing color sets,
sizes, and notes on buying history.

Janet does not capture job titles on her contacts, but she does use much of the other
information. She captures a home address, business address, and, if unique, a ship-
ping address for each contact, and she makes sure to capture at least two phone
numbers and (if possible) an email address. She also notes if one of her clients does
not want to receive mailings or e-mail messages. There is a low tolerance among
her audience for unrequested marketing materials.

Janet uses subcontacts to capture details on the children of each of her elite member
customers. (She always asks for permission before doing this.) Janet plans to expand
her children’s clothing line, so having these details is helpful. When capturing
details on contacts’ children, Janet includes the birth date.

Janet is incredibly busy and juggles many different to-do items. She keeps track of
these items as tasks within Outlook. She synchronizes these tasks with Dynamics
CRM and occasionally associates these to specific contacts.
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Q&A

We are thinking of using contacts for items other than “people.” Is this a
problem?

Renaming contacts and using the entity differently is not a problem; it is com-
monly done in some industries.

We want to be able to fax from Microsoft Dynamics CRM. Is this what the
Fax activity is for?

No. The Fax activity does not send a fax; it is designed to remind you to send a
fax or track that a fax was sent.

We have a drop-down list for salutation. Can we change the Salutation field
to a drop-down list?

No. The Salutation field in Microsoft Dynamics CRM cannot be changed, but it
can be taken off the form and replaced with your own salutation attribute
(field).

Quiz

1.

If Janet, whose boutique is described earlier, creates an activity of type
Letter, will it show up in Outlook’s Tasks list?

If you create and send an e-mail message from Microsoft Dynamics CRM,
will it appear in Outlook’s Sent folder?

Why is the owner of a contact so important?

Where would you recommend that Janet capture her notes on the buying
habits of her customers? Where should she capture notes about on the buy-
ing habits of the children? What are some of the advantages and disadvan-
tages of the various choices?

When will an activity of type Phone Call be automatically populated with
the phone number from the account or contact?
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Answers

1. Letters will appear in Outlook’s Tasks list if Janet configures letters to synchro-
nize with Outlook.

2. No. E-mail sent from Microsoft Dynamics CRM does not synchronize with
Outlook.

3. The owner of a contact is a key field for security and for views and reporting.

4. Buying habits can be captured in the notes of each contact. You potentially
lose a summary view of all notes on the entire account, but with code or a
third-party add-on, you have options.

5. The activity of type Phone Call gets automatically populated with the phone
number if you have an account or contact in context and then create a new
activity of type Phone Call.

Exercise

Create two activities of each type and associate them with a specific contact. Create
one activity from Activities from the Workplace navigation bar. Create the other
activity after selecting a specific contact and then selecting Activity from the left
menu of the Contact form. What happens differently when you create each of these
activities in these two different ways?

Go to the Activity view and change the view type to each of the unique types. Notice
how the views change, based on the type of activity you choose.
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HOUR 13

Sending E-mail from
Microsoft Dynamics CRM

What You’ll Learn in This Hour:

Capturing e-mail

Sending one quick message

Sending multiple e-mail messages

CAN-SPAM Act compliance

The Microsoft Dynamics CRM Outlook address book
Configuring e-mail based on your preferences

vV v.v v v .Yy

In this hour, you will learn how e-mail works in Microsoft Dynamics CRM. You will
also learn how to associate e-mail in Microsoft Outlook with records in Microsoft
Dynamics CRM.

Capturing E-mail

Many of our conversations these days are captured in e-mail, and yet we often don't
manage to get these e-mails saved and associated with other company information.
When only storing e-mail in our personal Outlook folders, we lose the chance to cat-
egorize and associate e-mails with specific service cases, sales opportunities, and
marketing campaigns. Microsoft Dynamics CRM resolves this issue by offering a
number of configuration choices when it comes to e-mail.
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Choices include the following:

>

Track all incoming Outlook e-mail in Microsoft Dynamics CRM—
This tracks all e-mail for the specified user in Microsoft Dynamics CRM as
e-mail activities, and a link exists between all e-mail-associated people in
the To and From fields.

Track only incoming e-mail that was sent in response to an
e-mail originally sent from Microsoft Dynamics CRM—When
e-mail is sent from Microsoft Dynamics CRM, a tracking token is associat-
ed. When this e-mail is responded to, Microsoft Dynamics CRM can link the
response to the original via the tracking token.

Track only e-mail related to your accounts, contacts, or leads—
E-mail that you send or that is sent to you is tracked if it came from an
account, a contact, or a lead with a matching e-mail address within
Microsoft Dynamics CRM for which you were designated as owner.

Manually track e-mail you specifically choose—You can manually
track selected messages from Outlook in CRM by using the Track in CRM
option in the Microsoft Outlook ribbon.

Manually Track a set off e-mails in Microsoft Dynamics CRM—If
you select a set of e-mails and then choose track the system will manually
track each one.

E-mail messages from Microsoft Dynamics CRM Online records
that are e-mail enabled—E-mail messages are tracked from all record
types, including custom record types, that contain an e-mail address field.

After e-mails are tracked you can also change which records those are associated

with, either by associating them or changing their association.

Sending One Quick Message

Say that you want to send a message from Microsoft Dynamics CRM. As you

learned in Hour 12, “Contacts and Activity Capture,” you can do this by creating a

new activity of type E-mail. To send a quick e-mail in this way, follow these steps:

1.

2.

3.

Select Activities.
Select E-mail (a type of activity).

Look up and associate the recipient.
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4. Add your e-mail content or template and content.

5. Click Send.

Figure 13.1 shows an e-mail being sent directly from Microsoft Dynamics CRM.
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b T ty in Microsoft
: : Dynamics CRM.
8 DO 21
sisaen Imsent  Ingent Conmest Ladte
File Template Amigle © - Queue
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Infeemation d E-rmail
E-mail New
i - E-mall
— From B Aane stanton =
2 Comemen e 3
] ce =
4 et 0
B Subiject
| Regading rv'|
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Now, let’s say you want to send a quick e-mail from Outlook, and you want to track
this e-mail in Microsoft Dynamics CRM. To send an e-mail message in this way, fol-
low these steps:

1. Create an e-mail message in Outlook.
2. Click the Track in CRM button at the top of the message.

3. Click Send.

Figure 13.2 shows an e-mail message with the Track button in Microsoft Outlook.
When sending an e-mail via Microsoft Outlook or when opening an existing e-mail,
you have the option to click this Track button. This button also has the option to set
a “regarding,” which enables you to associate an e-mail from Outlook with more
than just the sender and selected receivers. It also lets you associate the e-mail with
other specific records in Microsoft Dynamics CRM.
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FIGURE 13.2
An Outlook e-
mail message.
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p _ _
Sl 9 o = Promised information - Message (HTML)
i || Message | Inset  Options  FomatTed  Review  Developer  Addns
=y . | |catibri (Bod Ty 3 e Attach File = »
7§12 S e ks W ap o g O
E2Y B I U 0 Attach Item ~ E]
Past Show | Address Check | Track St
- F| - | ¥-A Book Names |2 Signature ~ Regarding = %]

Clipboard = Basic Text ] Names Include CRM
I

To.. | |sales@abccompany.com

Subject: Promised information

Here is the information that we drscussadl

Anne Stanton [CRM-MVP(20884-2805)]
Microsoft Dynamics CRM enthusiast (2004-2010)
“Consultant, Partner, SMB Customer, Enterprise Customer sprinkling the Love wherever ond whenever”

Sending Multiple E-mail Messages

In Hour 9, “Marketing Campaigns,” you learned about marketing and the ability to
do quick campaigns and full marketing campaigns. If you are interested in tracking
a blast of e-mails, you have three choices. You can do a quick campaign or full
campaign with e-mail campaign activities from Microsoft Dynamics CRM (options 1
and 2), or you can send an e-mail to multiple people (option 3), either from
Microsoft Dynamics CRM or from Outlook with Track selected.

If you choose to send a single e-mail to multiple people, the single e-mail message
will be captured in Microsoft Dynamics CRM and will be available for lookup on all
valid contacts in Microsoft Dynamics CRM who received the message.

In Figure 13.3, one e-mail record is associated with different contacts. This represents
the sending of an e-mail to multiple contacts. In Figure 13.4, three different e-mail
records are created, and they are all exactly the same. This represents the sending of
e-mail from bulk mail or marketing campaigns where a unique E-mail activity
record is created for each and every person the e-mail message is sent to.

Bulk e-mail creates and stores multiple copies of the same e-mail message, each
associated with a different contact. This allows the system to capture the responses
of each individual and to copy and save the responses against the unique e-mail
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e+ A= As dicussioned - Message (HTML) FlGURE 13.3
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Subject: |As dicussioned

It was a pleasure meeting you vesterdavl

Anne Stanton [CRM-MVP(208084-2005)]
Microsoft Dynamics CRM enthusiast (2084-281@)
"Consultant, Partner, 5SMB Customer, Enterprise Customer sprinkling the Love wherever and whenever”

(Ee FIGURE 13.4

New Mail sent to
) =] multiple recipi-
E-mail . = ents from
From Anne Stanton .
Dynamics CRM.
To € lohns@abccompany.com =] y
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Subject Meeting
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It was a pleasure meeting you yesterday. I look forward to talking with you again soon.
Best Regards
Anne
Status Reason Draft
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FIGURE 13.5

An E-mail activi-
ty with a valid
contact e-mail
address.
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and contact. Sending one e-mail message to multiple recipients saves one copy of
the e-mail and links it to multiple different people. If a recipient is not a contact
within CRM, the contact’s e-mail address in the e-mail activity record will be high-
lighted in red. All other e-mail recipients who are contacts with valid and associated
e-mail addresses will appear in blue in the e-mail activity record (see Figure 13.5).

[~ E-mail E-mail Messages v |ir | &
Meeting

(9 The sender, or ane or more recipients, could not be resolved to a record in Microsoft Dynamics CRM.

~ E-mail
From § Anne stanton o]
To 4 iohn Smoth o]
[ ]
Bec o]
Subject Meeting
Regarding [ ABC Company =3

YRR B I UIESE SIS EE| A A Ar | D nsenempite | [ Insenance

It was a pleasure meeting you yesterday. I look forward to talking with you again soon.
Best Regards

Anne

Status Reason Draft

To further clarify, in the first situation, if you delete one e-mail message, all other
e-mail messages are retained. In the second situation, if you delete the e-mail mes-

sage, it will not be available to any recipients.

Creating and Sending Bulk Mail from a Quick
Campaign

If you decide to do a bulk e-mailing from a quick campaign, you have two choices.
The first is to use Microsoft Dynamics CRM to create the e-mail message that will be
sent. Figure 13.6 shows the Create Quick Campaign Wizard. To complete the

process, follow these steps:
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1. Select or create a marketing list to which to send your e-mail campaign.
(See Hour 9 if you need a refresher.)

2. Choose Create Quick Campaign and follow the Quick Campaign Wizard.

3. Choose the type of item that Microsoft Dynamics CRM will generate when
the campaign is kicked off. Figure 13.7 shows an example of choosing
E-mail from the drop-down list.

4. Create the e-mail message, as shown in Figure 13.8. You can use rich text
to make the e-mail look the way you want, and you can insert Microsoft
Dynamics CRM data fields that will populate when you create and kick off
the campaign. Write the body of the e-mail message.

5. Kick off the campaign by clicking the Create button (see Figure 13.9).
Another way to do a bulk e-mailing from a quick campaign is to do a Microsoft
Word mail merge (see Figure 13.10 and there is more in Hour 14, “Microsoft Word

Mail Merge”). Doing a mail merge offers different choices than those you have
when building the e-mail from within Microsoft Dynamics CRM.
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FIGURE 13.7 Select the Activity Type and Owners
Selecting E-mail.
Select what type of activity to create.
Activity Type:

(& Phone Call

[ Appointment

[ Letter

B Fax

< E-mail =

Select who will own these new activities.
Assign these activities to:

* Me

(" The owners of the records that are induded in the quick campaign

¢ Assign to anather user or team

Add the created activities to a queue

Select whether e-mail activities should be closed.
[ Mark e-mail messages to be sent and close corresponding e-mail activities.

<dack || net- ][ cancel

FIGURE 13'8 Specify the Content of the Activity
Creating the

e-mail message
body. ¢ UseTemplate [ Contact Reconnect @

Specify the details of the quick campaign by filling out the available fields in the activity, When you are done, dlick Next.

~ E-mail
From § Anne Stanton
To
Cc

Bee

Subject [

&l | Bl Ef &l &l

Regarding

b BB

[ <acc ][ e |[ concet |

When you open the Select the Mail Merge Type drop-down, you have a number of
choices, as shown in Figure 13.11.
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Completing the Create Quick Campaign Wizard

You have successfully completed the wizard. Review the information for your campaign. If you want to make changes, click Back.

Name: Annes Quick Campaign
Activity: [ E-mail

Scope: For Selected Records (1)
owner: Me

Afteryou create this quick campaign, it will be located in the Sales and Marketing pane, under Quick Campaigns.

To create the quick campaign and its activities, dlick Create.

[ ek |[ creme || cance

441 Microsoft Dynamics CRM
Contacts ~ View  Charts | Add | Customize L

Phane Call Recurring Appointment 3 2 Quick Campaign + =
i 8= « Efaj
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File  Note AFax 7 Other Activities - Merge Respanse 5
Include Activity Marketing Create Relationship
Sales G- fud
) Leads Contacts: My Active Contacts -
F opportunities | Full Name ~ | E-mail | Parent Customer Bu|
(5 Accounts (V1% john Smoth johns@abccompany.com
8] Contacts (¥ 82 TerryBrown terrybrown@test.com
B Marketing Lists
& competitors
@ Produds
[E] sates Literature !
|53 Quotes

5| Orders

=] Invoices
2P Quick Campaigns
Goals

Goal Metrics

& Rollup Queries

) Internet Lead Capture

To proceed with creating a quick campaign mail merge of type E-mail, follow
these steps:

1. Select either an organization e-mail template or one of your own personal
mail merge templates.

2. Select the data fields you want to include.

3. Click OK. The Word mail merge template opens on your screen.
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Completing a
quick campaign.

FIGURE 13.10
A mail merge
on contacts.
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FIGURE 13.11
Selecting a mail
merge type.
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Creating Standard E-mail Templates

There are two different repositories of templates and options for creating e-mail mes-

sages. These include an individual e-mail template from the personal templates and

an organizational template from the company templates. You can create standard

organizational e-mail templates that can be used by everyone on your team in
Microsoft Dynamics CRM by following these steps (see Figure 13.12):

1.

2
3
4.
5
6

Select Settings.

. Select Templates under Business Administration.

. Select E-mail Templates from the list of template options.

Select New E-Mail Template.

. Choose Global, as in a Global template to be shared.

. Create the e-mail template details.
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CAN-SPAM Act Compliance

As you learned in Hour 7, “The Account Entity in More Detail,” and Hour 12, you
can mark individual accounts or contacts at your clients so that you don’t send
e-mail to them.

You can also send bulk e-mails and track the responses from those e-mails, as you
learned in Hour 9.

To understand the Federal Trade Commission’s (FTC’s) CAN-SPAM Act and to
ensure that your e-mails are in compliance with this act, see http://business.ftc.gov/
multimedia/videos/complying-can-spam-act.

Now that you have learned the ins and outs of e-mailing from Microsoft Dynamics
CRM, you might want more functionality when it comes to marketing, particularly
as it relates to advanced marketing. Third-party solutions are available, and many
of them plug right into Microsoft Dynamics CRM.

The Microsoft Dynamics CRM Outlook
Address Book

Microsoft Outlook has a concept called the Personal Address Book, which is what
you see when you drill down on To in Outlook. This is different from Microsoft
Outlook Contacts. Microsoft Dynamics CRM offers a complementary personal
Outlook address book with Microsoft Dynamics CRM data for use when choosing the
To field when sending messages from Outlook. The Microsoft Dynamics CRM address
book includes accounts, contacts, facilities/equipment, leads, queues, and users.
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Creating an
e-mail
template.
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D—‘ﬂ%o#?— Address Book Security

The Outlook address book is saved on the local drive of the Outlook user. If the
security of local data is of concern, you might want to discuss this external data
with your Microsoft Dynamics CRM partner or your technology advisor. Having
data on your local drive puts it at risk when a laptop is stolen.

Configuring E-mail Based on Your
Preferences

Some configuration settings are unique to every user of Microsoft Dynamics CRM.
One of these configuration options is the choice of how your Outlook address book
is handled. Figure 13.13 shows the options.

To display the user preferences in Dynamics CRM 2011, you need to select File,
Options.

FIGURE 13.13 | Set Personal Options -- Webpage Dialog
E-mail choices.

4 https://crmlady.crm.dynamics.com/tools/personalsettings/dialogs/personalsettings.aspx

Set Personal Options
Change the default display settings to personalize Micrasoft Dynamics CRM, and manage your e-mail templates,

General | Workplace | Adtivities | Formats | E-mail Templates | E-mail | Privacy | Languages
Select the e-mail messages to track in Microsoft Dynamics CRM

Track E-mail messages in response to CRM e-mail -

Automatically create records in Microsoft Dynamics CRM

¥ Create Contacts + from the sender or organizer of tracked e-mail messages and meetings.

There is also an E-mail tab, as shown in Figure 13.7. It’s worth thinking hard about
how you want to track e-mail because there are advantages and disadvantages to all
the e-mail tracking options. For instance, consider the option to automatically track
all e-mails. The benefit: The most robust capture of corporate intelligence is controlled
by the system, eliminating human choice and error. The disadvantage: Personal
e-mail and e-mail that staff do not want tracked are captured, tracked in Microsoft
Dynamics CRM, and seen by other Microsoft Dynamics CRM team members.
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A small medical practice called Just in Time Advice has just installed Microsoft
Dynamics CRM. Just in Time Advice provides answers to common medical questions
via the Internet and telephone. Questions that cannot be answered are referred to a
local physicians’ network. Justin Brown is the CEO of Just in Time Advice. Justin
wants to expand the number of physicians in Just in Time Advice’s physicians’ net-
work. Justin starts his efforts by using e-mail to reach out to his connections from
various previous positions. He reviews his contacts and selects 30 different people.
He writes a personal e-mail message to each contact. The message is written and
then saved in Microsoft Dynamics CRM for future reference. The message is also set
with a specific medical practice using the “regarding” feature, which is the medical
practice that exists in his database as an account that each physician is associated
with.

Justin also asks his marketing coordinator, Mary Mill, to send out a bulk e-mail to
all contacts, announcing a new e-newsletter. Mary uses a quick campaign to send
this announcement.

Q&A

Q. We send a lot of e-mail. Does Microsoft Dynamics CRM track who has
requested not to be contacted?

A. Yes. Each contact can be optionally marked as Do Not Send or can be further
refined and limited by being set to Do Not Send Bulk E-mail.

Q. Can we track the responses to e-mail messages that have been sent?

A. Yes. You have numerous ways to capture responses to e-mail messages.

Q. Some people at our company want all of their e-mail messages tracked, and

others want only selected e-mail messages tracked. Is this difference of
choice an option in Microsoft Dynamics CRM?

A. Yes. E-mail tracking is configured at the user level.
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Quiz

1. What is one advantage to tracking e-mail in Microsoft Dynamics CRM?

2. What are the three choices for tracking e-mail responses in Microsoft
Dynamics CRM?

3. When you send an e-mail message from Outlook, copy five contacts, and
track the message in CRM, how many copies of the e-mail are saved in
CRM?

4. What is one reason you would not want to use the Microsoft Dynamics
CRM Outlook address book?

5. In the scenario described previously, what are Mary’s choices when creating
her announcement about the new e-newsletter?

Answers

1. Tracking e-mail in Microsoft Dynamics CRM allows you to be more organized
by associating e-mail messages with accounts and contacts. In addition track-
ing e-mail messages, Microsoft Dynamics CRM lets all users see the message,
rather than just the user who created the e-mail conversation.

2. You can track all incoming Outlook e-mail in Microsoft Dynamics CRM, track
only incoming e-mail that was sent in response to an e-mail originally sent
from Microsoft Dynamics CRM, and track only e-mail related to your accounts,
contacts, or leads.

3. One copy of the e-mail is saved in CRM.

4. There is a higher security risk when data is stored locally.

5. Mary can create an E-mail activity and send it to multiple people, or she can
use the quick campaign feature of Microsoft Dynamics CRM to send a bulk
mailing.

Exercise

Create Mary Mill’s e-newsletter announcement e-mail. To get started, set up a mar-

keting list for all active contacts. After the list is created, follow the steps for creating

a quick campaign using the Quick Campaign Wizard. Get creative with what you

want to say in the e-mail and insert some of the Microsoft Dynamics CRM fields. You

can also insert a Microsoft Dynamics CRM e-mail template.
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HOUR 14
Microsoft Word Mail Merge

What You’ll Learn in This Hour:

» Mail merge templates

» Creating a template using an existing Word template
» Managing templates

» Managing data fields

» Enabling macros in Microsoft Word 2010 or 2007

The ability to merge data from Microsoft Dynamics CRM into familiar tools, such as
Microsoft Word, is a big plus for business professionals. This hour explores a topic
that many business professionals struggled with before finding Microsoft Dynamics
CRM. Workers often spent hours designing or creating business letters or complex
Word documents each time their data changed or a new, slightly different need
arose. Using data stored in Microsoft Dynamics CRM and templates reduces the
redundancy of repeatedly creating something new.

Microsoft Dynamics CRM can work with what you have, allowing much of the data
from Microsoft Dynamics CRM to be merged into a template or different templates
that can then be used to quickly create finished Microsoft Word documents.

Let’s now look at the available templates and familiarize ourselves with our options.

Mail Merge Templates

Various management templates are available in Microsoft Dynamics CRM. For
instance, several templates relate to major business building blocks (entities) within
the software (quotes, letters, marketing events, and leads, to name just a few). Figure
14.1 shows the gateway to templates.
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FIGURE 14.1
The Templates
section.

FIGURE 14.2
Default active
mail merge
templates.
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To reach the mail merge templates, follow these steps:
1. Choose Settings.
2. Choose Templates.

3. Choose Mail Merge Templates. The screen shown in Figure 14.2 appears.

.
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These templates were designed for both new and experienced users, and the list can
be expanded as you get more comfortable with the application. In Figure 14.2, by
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default, the Word templates have the .doc extension (representing the Microsoft
Word 2003 format). This extension gives the templates the most versatility for work-
ing with all versions of Word and backward compatibility with Microsoft Word 2003.
It also allows them to work with Microsoft Word 2010 and 2007.

The default system view when you select Templates is a list of all active mail merge
templates, which also includes any customized templates. Customized templates do
not default to having the .doc extension. In Figure 14.2, you can see that the cus-
tomized template filename differs from the filenames of the default templates that
come with Microsoft Dynamics CRM. Customized templates use the current
Microsoft Office Extensible Markup Language (XML) format when they are created.
There are two reasons for this: The XML format is a new standard that is compatible
with many other applications and the XML format is nonproprietary.

Other views, including the following, are also available to see all or a subset of
available templates from this area:

» Active Mail Merge Templates

» All Mail Merge Templates

» Inactive Mail Merge Templates
» My Active Mail Merge Templates

All templates that you create and that are active are listed in the My Active Mail
Merge Templates view (see Figure 14.3).
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FIGURE 14.3
My Active Mail
Merge
Templates view.
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FIGURE 14.4
Creating a new
mail merge
template.

HOUR 14: Microsoft Word Mail Merge

Creating a Template Using an Existing
Word Template

To add an existing Microsoft Word XML template to Microsoft Dynamics CRM,
choose New from the menu bar. Figure 14.4 shows what you see at this point.
Basically, you take a standard Microsoft Word 2007 template in XML format and
save it into Microsoft Dynamics CRM as a new Microsoft Dynamics CRM mail merge

template.
= Y
4 Mail Merge Template: New - Microsoft Dyramics CRM - Windows Internet Explocer o=
e 4 R save ana craee Iy & e -
[ Mail Merge Template: New Whasking on sokiaee Defadt Sokvtion
= General
Details
Mame
Deccription
Categorization
iated Entay* -
Ownership
...... B steonen nioe a
Language
Temglate Language  fnginn
) File Attachment
File Name: [ _eowse || Amen |
Stabus New
R 100%

Give your template a name that will make it easy to find and descriptive enough
that others with whom you share it will readily know what it was designed for.

For example, you can create a template, named Business Casual Letter Template,
that enables you to easily write business casual letters. You can associate this tem-
plate with the Contact entity because it is meant for a specific contact.

Then, you can associate this template with the Word XML template file created ear-
lier. Figure 14.5 shows the results of all this.

After you complete these steps, you can further edit the original XML file by insert-
ing Microsoft Dynamics CRM data references into the Microsoft Word XML template
by using the Data Fields button on the template screen.
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&) Ml Merge Template: Busi al letter templete -

o T L o
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[ Jousines cacal et tenoiuid

Categorization
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Ownership
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Setecl dals Tiesd:

1) File Attachment
File Hame: | ] PropesalCoveriettereml 111,084 Bytelsh

Status: Active

E I Esweanacose b <4 | B9 cantempiaste inword |y diens - o bep -

] 2] Mail Merge Template: Business casual letter temp™
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Data Fields Selected felds: Defaut
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After you click the Data Fields button, a list of all available contact data fields
(attributes) appears (see Figure 14.6). Note the Record Type drop-down list at the top
of this screen. This list allows you to select data fields from related entities for your
merge in addition to the contact data fields, such as the company name from the

parent account.

Add Columns
Select the columns to add to this view.

™ | Display Name
Address 1: Address Type
Address 1: City

Address 1: Country/Region
Address 1: County

Address 1: Fax

Address 1: Freight Terms
Address 1: Latitude

Address 1: Longitude
Address 1: Name

Address 1: Phone
Address 1: Post Office Box
Address 1: Primary Contact Name
Address 1: Shipping Method
Address 1: State/Province

Number of selected data fields: 37 (max. 62)

A9

Record Type -

, ,
o e I e

| Name | Type |
addressl_addresstypecode Optionset ||
addressl_city Single Line ...
addressl_country Single Line o...
address1_county Single Line o...
addressl_fax Single Line o...
addressl_freighttermscode Option Set
addressl_latitude Floating Foin...
addressl_longitude Floating Foin...
addressl_name Single Line o...
addressl_telephonel single Line o...
addressl_postofficebax single Line o...
addressl_primarycontactname  Single Line o..

addressl_shippingmethodcode  Option Set

address1_statearnrovince Sinale line o

http://crm/SalesDemo/Tools/V €& Local intranet | Protected Mode: Off

By checking the checkbox next to an attribute, you can choose the extra data fields
that suit your modifications. When you have done so, click OK.
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FIGURE 14.5

A mail merge
template popu-
lated with
answers.

FIGURE 14.6
Available data
fields.
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FIGURE 14.7
Assigning a
template.

HOUR 14: Microsoft Word Mail Merge

Managing Templates

Templates can be individual, shared, or available for everyone in an organization.
In this section, you'll open up an existing template and look at some of the options
for sharing and managing it. When you create a template, you are the owner of it
by default. The new template is individual, available under My Active views, and
not seen by others within the company.

Deleting Templates
You can delete or deactivate templates if they are no longer of use.

What if you create a template that everyone in the office will benefit from? You have
the option of making this new template available to your entire organization. Or
you can select to assign the template to only one other Microsoft Dynamics CRM
user in your organization. You also have the option to share the template with a
team or list of users. Figure 14.7 shows the Assign Mail Merge Template dialog.

“ ~
£ | Confirm Assignment -- Webpage Dialog &J

Assign Mail Merge Template

You have selected 1 Mail Merge Template. To whom would you like to assign it?

(™ Assign to me
Assign the selected Mail Merge Template to yourself.

.

bl

e

http:/fern € Local intranet | Protected Mode: Off

As shown in Figure 14.8, you can make a template available to the entire organiza-
tion. The figure shows the options you see when you click the Make Available to
Organization button.

Now that you know how to associate an existing XML file so that it becomes a
Microsoft Dynamics CRM mail merge template, let’s look at the internal data fields

of a specific template.
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Managing Data Fields

Each Microsoft Dynamics CRM entity has many data attributes (fields). The basic
templates have default attributes (fields) chosen, but you can add or remove data
attributes (fields) that you want within the template. Just click the Data Fields button

to see those fields (see Figure 14.9).

Microsaft Dynamics CRM Mail Merge for Microsoft Office Word
Select the options for this mail merge.

Select the mail merge type:

E -

2] Microsoft Dynamics CRM Mail Merge for Microsoft Office Word -- Webpage Dialog

Start with a:
*  Blank document
Organization mail merge template

Personal mail merge template

Merge:

@ Selected records on current page

Al records on current page

Al records on all pages

Select data fields:
dSelect the datafields to use with this mail merge, dick Data Fields.

Data Fields

ttp://crmySalesDemoy_grid/cmds/d € Local intranet | Protected Mode: Off
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FIGURE 14.8
Assigning a
template to an
organization.

FIGURE 14.9
The Data Fields
button.
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FIGURE 14.10
Note the 62-
field maximum
for customized
templates.

HOUR 14: Microsoft Word Mail Merge

One use of a template is to prepare professional-looking quotes. You can take data
from a quote entered in Microsoft Dynamics CRM and merge it into a Microsoft
Word document, using a template to merge it into a final Word document that
includes your logo, choice of fonts, colors, and the data fields of your choice.

A limit of 62 data fields applies when using mail merge templates. Therefore, mail
merge templates might not always be the best solution. Figure 14.10 shows the
warning that the system displays.

2 Add Columns -- Webpage Dialog ==
Add Columns
Select the columns to add to this view.

Record Type -
™ | Display Name | Mame | Type |
[T Address 1: Address Type address1_addresstypecode OptionSet |+
[~ Address 1: County address1_county single Line o..
™ Address 1: Fax address1_fax single Line o..
[~ Address 1: Latitude address1_Iatitude Floating Foin...
[~ Address 1: Longitude address1_longitude Floating Foin...
[~ Address1: Name address1_name single Line o..
™ Address 1: Post Office Box address1_postofficebox single Line o..

[~ Address 1: Shipping Method address1_shippingmethodcode  Option Set
™ Address1: Telephone 1 address1_telephonel single Line o..
[~ Address1: Telephone 2 address1_telephone2 single Line o..
[T Address1: Telephone 3 address1_telephone3 single Line o..
I~ Address1: UPS Zone addressl_upszane single Line o..
[~ Address1: UTC Offset address1_utcoffset Whole Number
r Address 2: Address Tune address? addresstvnecode Ontion Set. =4
Number of selected data n:m
hitp://crm/SalesDemo/Tools/V € Local intranet | Protected Mode: Off

Figure 14.11 shows an example of a quote template, and Figure 14.12 shows the
resulting mail merged quote. In the quote template, notice that there are a lot of
commands and codes that look messy and can be fairly bewildering. These are
Microsoft Word macro system codes that are used when you do the final merge.

To use the template created, you go over to the Quote feature under Sales, Quotes.
From the top of the Creating a Quote dialog, you click the Word icon next to the
words Print Quote for Customer.

When you get the hang of it, you can create numerous different templates in a vari-
ety of formats with a myriad of data fields. You can then share these formats with
individual users or teams or change the value in Ownership to Organization and
increase everyone’s choices.
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FIGURE 14.13
Enabling
macros.
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Enabling Macros in Microsoft Word
2010 or 2007

In some network environments, security administrators disable the use of macros
within Microsoft Word to protect the network from macro viruses. You need to look at
how to allow macros to work in Microsoft Word if Microsoft Dynamics CRM tem-

plates are going to be of any use to you.

In Word 2010, click the File tab at the upper left of the Microsoft Word interface. In
Word 2007, click the large Microsoft Office button at the upper left of the Microsoft
Word interface. There are many controls you can use to customize your Microsoft
Word environment. You get to them through the Trust Center by following these steps:

1. In Word 2010, choose Options; in Word 2007, choose Word Options.
2. Click Trust Center.

3. Click Trust Center Settings.

4

. Click Macro Settings. The dialog shown in Figure 14.13 appears.

Trust Center "=?

Trusted Publishers
ualed Pullishe Macro Settings

Dusable all macros without netification
Trasbid Documents [itsable all macrns with natification
Adding @ Dusable all macros except digitally signed macros

Enable all maerns jnat recammended; potentially dangeraus cade ean rur)

premrr— Developer Matra Settings

Protected View Trust access Lo the YBA praject abjedt model
Message Bar

File Black Setrings

Frivacy Options

oK Cancel

In the Macro Settings dialog, you are interested in the last two settings:
» Disable All Macros Except Digitally Signed Macros

» Enable All Macros (not recommended; potentially dangerous code can run)
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Your security administrator will be happy to learn that the Microsoft Dynamics CRM
macro is a signed macro. Therefore, you can choose the first option; you don’t have
to discuss the second option with the rest of the IT staff.

When you first work with a template, the macros are displayed and are technical
looking. You need to get to the CRM button, as displayed at the top of the Word doc-
ument. Figure 14.14 shows add-ins where you can find the CRM button to perform
the merge.

¥ Mail_Merge_98741.doc [Compatitality Mode] - Microsoft Ward = & 2

Home  dnsert  Fagelayout  References  Mallings  Review  View = i)

i’ﬂ!nln il mlm! click CRM. { Comment [GRALL}: <Tase v« rga)_To_oty

’ THa<THs 0_To_Cmumtry,_Rgome/TH-TioRiL 1
In Micrasaft Gffice Word 2007, the CRM button appears an either the Add-ins tab or the Mailings tab, '::ﬂ:u‘::.;g': e
dapending on the mail merge template you selected. J | 2P ol todmnTarsTietil To_xme_Prade

STt T e e Potm, 1
semar THr AR meriptons THoTHxGiota
At Amaus THThkicss, Dhicoues_4/Tne
*Efegtive,_FroenTH-TH-Blestve To</TH-<T}
Du,_ys T g ArmauncoTorTis
1T THcTiossarres THTH AR R et
TR TH Faymarm,_Tarmes THa<THoPrica
BaTUMCuE_OATHMTI Bauattid_Deiwry |
< Tho<THo iz (G TH-<Tobthimang_Mel
4T T Ta_Corp Moo o4
e

[fter you click CAM, the macracreates a mew text file and puts the comment data Into It. The comment Is the
data source foryourmalmerge]

Caution: Torun mail merge, you must enable macros for this document. After the mail merge is completed,
delete this file and the associsted went file 1o safeguard possibly sensitive data.
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FIGURE 14.14
The CRM macro
is digitally
signed. You can
find it under
Add-Ins.

Try It Yourself

Using a Letter Template with a Lead

In this section, you'll test run a merge using a template. Say that there is a lead in
Microsoft Dynamics CRM whose name is Walter Horton. He stopped by your booth
at a recent trade show, and you want to send him a follow-up letter.

You can use one of the default templates for leads to do this. To choose a default
template and apply it to a specific lead, you follow these steps:

1. Select Sales.

2. Select Leads.

3. Highlight Walter Horton.
4

. Click the Add tab on the top of the ribbon.
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6. Click the Organization Mail Merge Template radio button.

FIGURE 14.15

—
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i Microecl Dyramice CRM

5. Click the Mail Merge icon on the ribbon to start the mail merge (see Figure 14.15).
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Click the lookup icon to the far right of the Organization Mail Merge Template
radio button. Microsoft Dynamics CRM prompts you to choose a template (see
Figure 14.16).

FIGURE 14.16
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Templates by Entity

Notice that Microsoft Dynamics CRM is aware that you are using the Lead entity
and it therefore displays only the lists of templates for leads. This feature expe-
dites the process because you don’t have a lot of unnecessary options that might
slow you down.

8. Choose a template from the list and click OK (see Figure 14.17).

4 View Downloads - Windows Intemet Explorer ol ==
View and track your downloads Search downloads P
Name Location Actions &

Mail_Merge_93271.doc Do you want to open or save this file?
- Open Save | v
crm2011.bizitpro.com
| Open this file }

PlanningTools.zip 981 KB  Microsoft Dynamics_CRM_2011 1G 5.2 =

en e
download.microsoft.com E !
MicrosoftDynamicsCRM201..doc 113K Microsoft_Dynamics CRM_2011 1G 5.2 5

en 4
download.microsoft.com £
MicrosoftDynamicsCRM201..doc  113KE  Downloads 5

en .
downlozd.microssft.com : B
Microsoft_Dynamics_CRM_2..zip 758 KB  Microsoft Dynamics_CRM_2011 1G 5.2 7

en ~
download.microsoft.com £
Dl T TP ol s LI I Ta B PR A n e S FALa Anee Te e

9. If you see a Protected View bar at the top of Word where the ribbon is supposed
to be, click the Enable Editing button to continue. If a security warning stating
that macros have been disabled is displayed, click the Enable Content button.
When you start the merge, Microsoft Word opens, but it may look different
from what you're used to (see Figure 14.18).
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Starting a mail
merge.
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FIGURE 14.18
Opening
Microsoft Word
for a merge.
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Wil id - ¥ Mail_Merge 93I71.doc [Compatibility Mode] - Microsoft Word

Insert  Fagelayout  References  Malings  Revew  View  Adddns

TmesMewRem = 12+ A A7 Aar ¥ 2. |-

FE T samcd AaBb( AaBbG | Admcd

G- = empras  Hestingl HeagingZ | Thommal || CP

g [BlE U e w “-A-EFER

Font 5 Faragraph . Styles

To start mail merge, click CRM.

In Miczoselt Office Word 2007, the CRM butten appeass en dither the Add-ins tab or the
Mailings tab, depending on the mail merge template you selected

Afiter you click CRM, the macro creates a new text file and puts the comment dataintoit.
The comment is the data souree for your mail merge | .-+ { Comment [CRM1]: <TABLE=TH>Laukc TiE
Caution: To run mail merge, ven must enshle macros for this document. After the mail
merge is completed, delete this file and the associated text file to safeguard possibly
sensitive dasa.

llser_First_Names «User_Last_Namen
allser_Business_Units
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Tuse 19, 2011 ; L <t
“TRs«TDm (AR IFGF.E7T85-ED ] 1-BE3T.
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Thank you far visiting our booth a1 the trade show this week We have forwarded your

request for additional information 1o a salés rep, who will be contacting vou shartly, If

¥gu want te contacs us immediately, vou can call my direc line a1 «User_Main_Phomes.

‘
Pagelodl | \Words: 161 |

Leveraging the Power of Word

Here is what is happening: Microsoft Dynamics CRM is using a Microsoft Word
macro to perform the merge. The data entered into the document can be under-
stood as formatting from the template. The fields are referencing the data fields
chosen for the template and, essentially, you are hooking into the data stored in
the Microsoft SQL tables of the Microsoft Dynamics CRM databases. You can
ignore all the noise.

Ignore all the potentially bewildering noise and just run the Microsoft Dynamics
CRM macro, as follows:

1. Click Add-Ins from the Microsoft Word ribbon (see Figure 14.19).
2. Click CRM. The screen shown in Figure 14.20 appears.

3. When prompted to do so, add recipients to the document, as shown in
Figure 14.21.

4. Scroll to the right, and you see all the fields that will be included in the
merge. Click the OK button in the bottom right of the dialog box. The side-
bar offers many of the mail merge options in Microsoft Word. Preview the
letter by selecting Next: Preview Your Letters in the lower-right area of the
screen. The letter is displayed, as shown in Figure 14.22.
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A Basic Template Bl#éey_

Because this is the basic template, you might find this a bit lackluster for a busi-
ness document. To spruce it up, you can edit the document template to include a
company logo and other text within the template itself or you can edit the docu-
ment while in this process. Both options allow you flexibility.
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FIGURE 14.21
Adding recipi-
ents to the
document.

FIGURE 14.22
The letter.
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Cunt Spasburgh
OSGCRM
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Walter Herrom

Deear Walter Heston,
Thank vou for visiting our booth at the trade show this week We have forwarded vour
request for additional information to a sales rep, whe will be contacting you shontly. If
You wast 1o contact u immediately, you can call my direct line a2 201 944 1234,
Welook forward to assisting vou and providing you with 2 werld-class experience.
Sineerely,
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morlofl | Wesed |

Cxchute this secgannt.
Wt you havefed v yus s, Ok e P vou cn

5. Click Next: Complete the Merge in the lower-right area of the screen. You
now have the option to print or to edit individual letters.

6. Click Print, and you are done.
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Try It Yourself

Creating a Document with Merged Data from an Account

Now, let’s work without a template to help clarify how Microsoft Dynamics CRM
works with Microsoft Word. Follow these steps:

1. Select Sales.
2. Select Accounts.

3. Highlight a specific account. (Figure 14.23 shows an example.)
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4. Choose the Add tab on the top of the ribbon.
5. Click the Mail Merge icon on the ribbon to start the mail merge.

6. When asked to choose from a list of personal or organizational templates or
create your document from a blank document, choose Blank Document (see
Figure 14.24).

7. Click Data Fields and select the data fields to use in your document. Notice that
company fields related to the name and address are already selected for you.
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v
FIGURE 14.24

Creati ng a new Microsoft Dynamics CRM Mail Merge for Microsoft Office Word
document for- Select the options for this mail merge.

an account.

2 Microsoft Dynamics CRM Mail Merge for Micrasoft Office Word -- Webpage Dialog

Select the mail merge type:
et 4

Start with a:
@ Blank document

=

Organization mail merge template =
© Personal mail merge template =
Merge:
@ Selected records on current page
Al records on current page
All records on all pages
Select data fields:

To select the data fields to use with this mail merge, click Data Fields,

Data Fields

https://crm2011 bizitpro.com/SalesD € Local intranet | Protected Mode: Off 8

8. Click OK.

9. Click Open to open the new document in Microsoft Word. Figure 14.25 shows a
blank document with the Microsoft Word macros enabled. You can now add
any number of data fields and various associated text or tables.
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10. Choose the Add-Ins tab of the ribbon.
11. Click the CRM button on the Add-Ins tab.
12. Select the Mailings tab of the ribbon.

13. Use Insert Merge Field to insert any of the Microsoft Dynamics CRM data fields
that are of interest to your document (refer to Figure 14.25). If desired, type any
text into the document and format it as you would in any Word document.

Using the Match Fields Option Bl”éey—

You can also use the Match Fields option to match Microsoft Word merge fields
to Microsoft Dynamics CRM merge fields. If you do this, you can use the
Microsoft Word wizards.

Figure 14.26 shows an example of the document with a few of the merge fields
embedded in the text.

Wida-0+ Mail_Werge_65156.doc [Compatiblity Made] - Micrasoft Werd = & 8 FIGURE 14.26
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FIGURE 14.27
Merging into an
existing tem-
plate.

Try It Yourself
Using the Reconnect with Contacts - Gift Certificate Template

As a final example, you'll run through using one of the standard templates for a
specific contact. Follow these steps:

1. Choose Sales.

2. Choose Contact.
3. Highlight a specific contact.
4. Click the Add Ins tab on the top of the ribbon.
5. Click the Mail Merge icon on the ribbon to start the mail merge.
6. Choose Organizational Mail Merge Template.
7. Choose the last template in the list: Reconnect with Contacts - Gift Certificate.
8. Choose Selected Records on Current Page (see Figure 14.27).
2 Microsoft Dynamics CRM Mail Merge for Microsoft Office Word -- Webpage Dialog ==
Microsoft Dynamics CRM Mail Merge for Microsoft Office Word
Select the options for this mail merge.
Select the mail merge type:
Letter -
Start with a:
" Blank document
*  Organization mail merge template ) Reconnedt with Contacts - Gift Certifi (0
T Personal mail merge template =
Merge:
@  Selected records on current page
" Allrecords on current page
" Allrecords on all pages
Select data fields:
To select the data fields to use with this mail merge, click Data Fields.
https://crm2011 bizitpro.com/SalesD € Local intranet | Protected Made: OFf a

9. Click OK. The recipients are displayed, as shown in Figure 14.28.
10. In the Mail Merge Recipients dialog, click OK.

11. In the Mailings tab of the ribbon, choose Finish & Merge (see Figure 14.29).
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[Your Name]
[Street Address]
[City, ST ZIP Code]

August 15, 2009
[Recipient Name |
[Title]

[Company Name]
[Street Address]
[City, ST ZIP Code]

Dear [Recipient Name]:

Sincerely,

[Yowr Name]
[Title]
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Merging into a
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FIGURE 14.29
Merging.
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FIGURE 14.30
The end result
of the mail
merge.
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12. Choose Edit the Individual Document.

13. Click OK. The document appears on the screen, as shown in Figure 14.30, and
you can print, edit, or change it.
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Workshop

A bridge builder’s architectural firm spends a great deal of time looking at potential
sites for new bridges. When it looks at a site, the employees gather a lot of unique
data about soil types, distance, risk factors, and more. They enter all this data for an
account that represents that particular site. The firm then uses Microsoft Dynamics
CRM to put together all the site details into a Word document that can be shared
with all the interested parties. It also uses Microsoft Dynamics CRM to prepare com-
plex proposals if the firm decides that a project makes sense.

Given that the bridge builder’s architectural firm is using Microsoft Dynamics CRM,
it has also added to the system all the products it uses and the contractors it
depends on. The employees add notes and data for the contractors to capture what
each contracting firm specializes in, and they use the product catalog when they are
preparing proposals and quotes.
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Each generated proposal is unique, but every proposal is based on 1 of 15 different

proposal templates and the existing quote data in the system. The bridge builder’s

architectural firm uses the data within the system and a Word mail merge with the

appropriate organizational proposal template to complete any proposal needs.

Q&A

Q. My company has strict rules about Word macros. Can we use the mail merge
feature without enabling macros?

A. No. The Microsoft Word macros need to be enabled for mail merge to work;
however, the Microsoft Dynamics CRM macro is a signed macro.

Q. Does Microsoft Word 2010 make much of a difference? We are currently on
Microsoft Word 2007.

A. Microsoft Word 2007 is the first version of Word to support the standard XML for-
mat. This format offers more flexibility and options with mail merging. Microsoft
Word 2010 takes this one step further and offers you even more capabilities.

Quiz

1. Is there a way to see all mail merge templates in a system?

2. Is there a default template for creating a letter?

3. Can I use my own Microsoft Word XML file as a Microsoft Dynamics CRM
mail merge template?

4. In the scenario described previously, what does the bridge builder’s architec-
tural firm need to do to set up its proposal templates?

Answers

1. Yes. You can select Settings, Templates, Mail Merge Templates and then choose
the All Active Templates view.

2. Yes. There are a couple different default letter templates.

3. Yes. You can associate any Microsoft Word XML document with Microsoft
Dynamics CRM.

4. The firm needs to save its existing proposal templates into XML format and

then associate them to Microsoft Dynamics CRM.
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Exercise

On your own system, set up a number of new mail merge templates. For instance,
you can create a template for each of the major building blocks within the system,
such as accounts, leads, contacts, opportunities, and quotes.

After you have created some templates, use one or two of them to see how they
work. Be patient but be ready to be dazzled.
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HOUR 15

Outliook Integration

What You’ll Learn in This Hour:

» Microsoft Dynamics CRM for Outlook options

» The synchronizing architecture

» Synchronizing data

» Mobility

» What to watch out for: troubleshooting Microsoft Outlook

Microsoft Dynamics CRM integrates with Microsoft Outlook in a number of different
places. There are numerous choices when it comes to Outlook integration. In previ-
ous hours, we touched on a few of them. This hour examines the options that relate
to data in Outlook, Microsoft Dynamics CRM 2011 data, and data on your mobile
device synchronizing with Outlook.

Microsoft Dynamics CRM for Outlook
Options

Microsoft Dynamics CRM has many configuration settings, but only one set applies
uniquely to each user. To get to these unique settings, you select File, Options to
open the Set Personal Options window. Figure 15.1 shows the General tab in this

window.
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FIGURE 15.1
Personal
options.
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The Synchronizing Architecture

In the world of Microsoft Dynamics CRM, you have a number of choices when it
comes to where data is stored and what is shared between various potential reposi-
tories, including Microsoft Exchange, Microsoft Outlook, the centralized corporate
Microsoft Dynamics CRM databases, and the local offline Microsoft Dynamics CRM
Outlook client. Figure 15.2 shows a diagram that indicates where data could possibly
be located as it relates to the Microsoft Dynamics CRM Outlook client.

Notice the word possibly. There are significant configuration choices with regard to
this subject, as discussed in Hour 4, “Infrastructure Choices.”

All data is stored in the central Microsoft Dynamics CRM database on the server,
with some exceptions. Sometimes, users want access to their CRM data when they
are not connected to the Internet such as when they are on a plane. Therefore, a
subset of the master data needs to occasionally be available offline. In addition, in
some companies, users have control over which of their Outlook data is stored in the
centralized database, so some data from Outlook is in both Outlook and Microsoft
Dynamics CRM. There are advantages and disadvantages to each choice.
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Synchronizing Data

When there is data in Outlook (such as Outlook tasks, Outlook appointments, and
Outlook contacts) that is also in Microsoft Dynamics CRM, you may want to have
this data related from one application to another, but you might not want to syn-
chronize all the different pieces of data. To make the synchronization choices, you
open Outlook and select File, Options, CRM (see Figure 15.3). Then, on the
Organization Information screen, you click Synchronize. The Synchronization tab
appears, as shown in Figure 15.4.
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FIGURE 15.2
Where data is
stored.

FIGURE 15.3
Selecting File,
Options, CRM
in Outlook.


http://www.it-ebooks.info/

312

FIGURE 15.4
The
Synchronization
tab.
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Set Personal Options
Change the defsult display settings to personalize Microsoft Dynamics CRML

Genersl | Synihromialion  Weikplste | Foimals | Emall lemplales | Email | Addiess Book Lol Data | Fivag | Languages

Synehranize Microsaft Dynamics CRM items with my default Outiook folders
Vour Qublook Filters determine the data that is synchronized with your Outluok folders,

Update the company field for Qutlovk conlacts

Dussing synehromizalion, the pareal account of Mitrasolt Dynamics CAM corlacts can be insered or uied Lo overwrile the nases in the Campary fickd of the Butloak
contacts, Changes are not synchronized in Microsaft Dynamics CRM.

[V Update Company fields with parent sccount names

Sel Sy heonising Client

Only e clent SOmpUter per USer can rum sutomatic synchranization, This dient should e the computer that 15 mast often onling [such a3 3 desktop computer) ar
the Wer's primary computar.

[ $#1 this computes Lo Be the Synahronizing cien

¥ Synchronize the CAM sems in my Outiook folders every 15 mirtes B Minimusm allewed minutes b= 15 minates

=

Tasks

You can map and synchronize Microsoft Outlook tasks to Microsoft Dynamics CRM
Task activities. If these two items are mapped, actions against one impact the other.
This synchronization is so seamless that when you complete a task in Microsoft
Outlook (by checking the Complete box), the activity in Microsoft Dynamics CRM is
completed. In addition, if you add an activity of type Task in Microsoft Dynamics
CRM, the task will appear on the Microsoft Outlook task list. If you follow the steps
to close an activity of type Task in Microsoft Dynamics CRM, the task will be com-
pleted in Microsoft Outlook. Figures 15.5 and 15.6 show the tasks as viewed from
Microsoft Outlook and Microsoft Dynamics CRM.

To complete a task in Outlook, do the following:
1. Select Tasks.
2. Choose the task you want to complete.

3. Click the check box to the left of the task.

To complete an activity in Microsoft Dynamics CRM, follow these steps:
1. From the main menu choose, My Work, select Activities.
2. Open a specific activity by double-clicking it.

3. Select Actions, Close.
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Synchronizing Task Activities

Only Task activities and, optionally, Phone Call activities from Microsoft Dynamics

CRM synchronize with Task activities in Microsoft Outlook. Appointments and

other types of activities do not synchronize to tasks because they are related to

other areas of Outlook.
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FIGURE 15.5
My Tasks
selected for
synchronizing.

FIGURE 15.6
Microsoft
Dynamics CRM
activities of
type Task.
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Appointments

You can map and synchronize Microsoft Outlook appointments with Microsoft
Dynamics CRM Appointment activities. If appointment synchronization is turned on
for the user’s personal options, and then when they create an appointment in
Microsoft Outlook, an Appointment activity is created in Microsoft Dynamics CRM.
In addition, the Appointment activity is associated with the same person on whose
Outlook calendar it originated. Thus, five different Microsoft Dynamics CRM users
who are creating different appointments in their Outlook environment for possibly
the same account have one place, Microsoft Dynamics CRM, to go to see all appoint-
ments associated with a specific account (but only if the contact on the account was
invited to the appointment). Appointments are a special situation because they can
be synchronized only if they relate to an appointment between two people. Recurring
appointments from Outlook are also supported. Recurring appointments are a spe-
cial type of activity, but they also show on the CRM calendar if they are tracked.

E-mail
E-mail is the reason Microsoft Outlook exists. Capturing e-mail from Outlook to

Microsoft Dynamics CRM is so important that it is difficult to explain exactly what a
turning point this can be for some companies.

The communications between teams and clients or teams and prospects contain a
wealth of insight into a company’s relationships. This information also represents
private conversations between two people. Needless to say, making these private
communications more public may present conflicts. Microsoft Dynamics CRM offers
a couple different choices for tracking e-mail. From an Outlook perspective, you can
synchronize all e-mails or you can choose which e-mails you are composing or that
you have received that you want to manually push from Microsoft Outlook to
Microsoft Dynamics CRM.

When you synchronize e-mail, the e-mail shows up in Microsoft Dynamics CRM as
an E-mail activity. The e-mail is associated with the sender and the receiver in the
database. If either of these people is not a contact with the same e-mail address in
Microsoft Dynamics CRM, the e-mail address will appear red in CRM to indicate that
it needs resolution. Figure 15.7 shows an e-mail address in red.

You can resolve a red e-mail address by doing the following:

1. Double-click the e-mail address highlighted in red. The Resolve Address win-
dow appears (see Figure 15.8).

2. Resolve the e-mail address by associating it with an existing contact or by
creating a new contact and associating it with that.
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FIGURE 15.9
Microsoft
Outlook Contact
template.
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Deleting Outlook Business Rules

You can delete e-mail messages in Outlook, and they will not be deleted automati-
cally in Microsoft Dynamics CRM. Therefore, you can file and store e-mail associ-
ated with accounts and contacts and still keep your Outlook inbox small, clean,
and neat.

Contacts

Contacts can be a tough subject because many people actually use the Microsoft
Outlook contacts in their current daily business processes, and they must therefore
change their habits and business process to take into consideration the new options
with Microsoft Dynamics CRM. Take Microsoft Dynamics CRM out of the picture and
just think about Microsoft Outlook and contacts; Microsoft Outlook has a contact
system that is represented in two different ways. We start from this baseline before
looking at how the Microsoft Dynamics CRM Outlook client changes the picture
with more choices.

Figure 15.9 shows the Microsoft Outlook Contact template. Notice that you have
some core basic information, including name, job title, addresses, e-mail addresses,
and notes.

Click on 3 pheto 1o updater g peren,

Figure 15.10 shows the Microsoft Outlook contacts address book. This is the list of
contacts you access when you select and click the To field in a new e-mail message.
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In Microsoft Outlook, you have some duplication. If you synchronize your Outlook
contacts with your mobile device, you have two places where your contact names
reside within Outlook and on your mobile device. If you then introduce CRM, you
add a third place within the CRM database on the network. Wow! And yet it works.
What happens when we introduce the Microsoft Dynamics CRM Outlook client?
Microsoft Dynamics CRM offers three additional choices:

» Direct access to the Microsoft Dynamics CRM central database of contacts
via a Contacts folder right from within Outlook

» A new Microsoft Dynamics CRM Outlook address book that complements
the Microsoft Outlook address book and is available when you double-click
the To field when sending a new e-mail message

» Synchronization and mapping between the Microsoft Outlook contacts and
the Microsoft Dynamics CRM contacts (You can synchronize either all con-
tacts in your main Outlook Contacts folder or an individual selection of a
specific contact.)

Figure 15.11 shows how contacts can move from Microsoft Dynamics CRM to
Outlook and then to a mobile device and back again. In this example, the connec-
tion from Microsoft Outlook to the mobile device is specifically between Microsoft
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FIGURE 15.11
Contacts syn-
chronized.

FIGURE 15.12
Contact folders
in Outlook.
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Outlook and the mobile device. Microsoft Dynamics CRM gets involved only because
it is talking to Outlook. In the next section, we talk more about other mobile
options.

A key concept is that Microsoft Dynamics CRM synchronizes with the main
Microsoft Outlook Contacts folder. If you create a second folder called Personal, you
can move your personal contacts to this second folder. When you do so, personal
contacts are not synchronized with Microsoft Dynamics CRM. But this might also
prevent synchronization with a mobile device.

Notice how, in Figure 15.12, there are three Outlook contact folders in addition to
the main Contacts folder.
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Another option is that many companies that use Microsoft Dynamics CRM do not
use Microsoft Outlook contacts. They get a piece of software for their mobile device,
or they use the default mobile client within Dynamics CRM, and they just stop using
the Microsoft Outlook Contacts feature altogether.

Mobility

Microsoft Dynamics CRM lends itself to mobility, and as mentioned in earlier les-
sons, it includes a mobile option. One concept with mobile and the mobility options
for Microsoft Dynamics CRM is that if you can get to the web, you can access your
Microsoft Dynamics CRM data in a form that fits on a phone. This type of option
totally eliminates the complexity of moving or copying or synchronizing data
between three places (the server, the laptop, and the phone). Data is stored on the
secure corporate network, and access to that data is either via the Microsoft
Dynamics CRM Outlook client, the Microsoft Dynamics CRM web interface via
Internet Explorer, or a mobile client running on any number of different mobile
devices.

The second concept in the world of mobility is to have a subset of the data copied to
the mobile device and then resynchronized at regular intervals. This allows access to
this data even when the Internet is unavailable, such as when you are on an air-
plane or underground. A number of third-party companies offer this complex offline
capability, particularly with enterprise security. An example is www.cwrmobility.com.

Keep in mind that Microsoft Dynamics CRM uses an authentication model that
might not be compatible with the operating system or the browser that you use on
your phone. In such cases, software specifically designed for Microsoft Dynamics
CRM is usually required.

What to Watch Out For: Troubleshooting
Microsoft Outlook

Given the complexity of moving data (such as contacts) around between multiple
places and the handling of this data by many different applications, such as
Microsoft Outlook and mobile synchronization, there are a few key things to watch
out for.

Consider that Microsoft Outlook can be modified by many different applications
and plug-ins, such as toolbars and other products, and you see that there are a
number of variables. If you experience any difficulty with the Microsoft Dynamics
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CRM Outlook client, you might look at what else is installed as an add-in to
Outlook.

Microsoft has upgraded and developed a number of tools to complement the
Microsoft Dynamics CRM Outlook client software and help reduce and check for
potential issues in a variety of environments. The tools are part of the installation of
the Microsoft Dynamics CRM Outlook client, and they have options and preferences
for troubleshooting.

Some of the areas that the Microsoft Outlook CRM tool helps to diagnose are
address book synchronization and Outlook synchronization.

If you are using Outlook to send all CRM e-mail, then you want to check the following:
» Send e-mail
» Track e-mail
» Automatic e-mail tagging

» Offline data updates (for laptops/offline clients)

You can also delete temporary Microsoft Dynamics CRM client files and create an
output file for Microsoft.

The Conversion Feature

Microsoft Dynamics CRM offers a conversion feature that allows users to convert an
e-mail to an opportunity, a lead, or a case. This greatly reduces the setup time
required by a person who wants to quickly take a new incoming e-mail message
and track a potential sale or service call. You also have the ability to connect an
e-mail message to a connection. Take, for instance, an incoming e-mail message
from a specific prospect contact. Tracking this e-mail message ties it to the prospect
contact, but you can also connect it to a different relationship such as a vendor or
third-party partner.

On troubleshooting the Microsoft Dynamics CRM Outlook client, The Power Objects
team has a great blog post. It has expanded some of Microsoft’s tips and added its
own insight with supporting pictures (http://blog.powerobjects.com/2009/06/02/
outlook-crm-client-troubleshooting-a-guide-for-the-rest-of-us/).

You might also find an eight-step guide to getting started with the Microsoft
Dynamics CRM Outlook client interesting reading. To access this guide, go to the
Microsoft Dynamics CRM Resource Center at http://rc.crm.dynamics.com/rc/regcont/
en_us/live/articles/10stepstoOC.aspx.

www.it-ebooks.info


http://blog.powerobjects.com/2009/06/02/outlook-crm-client-troubleshooting-a-guide-for-the-rest-of-us/
http://blog.powerobjects.com/2009/06/02/outlook-crm-client-troubleshooting-a-guide-for-the-rest-of-us/
http://rc.crm.dynamics.com/rc/regcont/en_us/live/articles/10stepstoOC.aspx
http://rc.crm.dynamics.com/rc/regcont/en_us/live/articles/10stepstoOC.aspx
http://www.it-ebooks.info/

Workshop

Workshop

Jack Green is the CEO of an engineering company. His firm does a wide variety of
sketches, drawings, inspections, and other architectural work for businesses all
around his area. One of Jack’s goals is to actively network at a variety of association
meetings. He runs into numerous people he knows well, but occasionally he finds
himself talking with someone he can’t quite remember. Jack wants to be able to
excuse himself and check his database of contacts and notes. To do this, Jack uses
the mobile client for Microsoft Dynamics CRM. He can quickly search his contacts,
and he has also set up a view to sort by a few key characteristics.

Jack also uses a combination of Microsoft Dynamics CRM and Microsoft SharePoint
to organize and store the architectural drawings that are produced and their associ-
ations to certain accounts. With enterprise search, he can quickly find any docu-
ment needed without having to define account-specific folders.

Q&A

Q. | want to delete a bunch of contacts out of my Outlook folder. What happens
in Microsoft Dynamics CRM when | do this to synchronized contacts?

A. Contacts deleted in Outlook are not deleted in Microsoft Dynamics CRM. This
also applies to e-mail messages.

Q. [ have a limit on the total number of e-mail messages that | can keep in Out-
look. Can | delete items from Outlook without deleting them from Microsoft
Dynamics CRM?

A. Yes. Any e-mail message that is synchronized with Microsoft Dynamics CRM can
be deleted from Microsoft Outlook without impacting Microsoft Dynamics CRM.

Q. I receive a number of attachments. What happens to my e-mail attachments
when I synchronize with Microsoft Dynamics CRM?

A. Attachments can be stored with e-mail messages in Microsoft Dynamics CRM;
however, they can accumulate and eat a lot of database space. Given this,
larger Microsoft Dynamics CRM installations often have an alternative option
for the storage of associated attachments, such as integration with SharePoint,
which is a document library.
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Quiz

1.

In the scenario described previously, what else can Jack use from his
Microsoft Dynamics CRM system to help him remember details about dif-
ferent people he meets?

2. Mary wants to keep her personal contacts out of Microsoft Dynamics CRM,
and yet she needs some of these key details at work. How can Mary keep
her personal contacts separate if all contacts are synchronized?

3. Do you have to use the Microsoft Dynamics CRM Outlook client to access
Microsoft Dynamics CRM?

4. Will Microsoft Dynamics CRM Phone Call activities synchronize with
Microsoft Outlook Task activities?

5. Where do Outlook appointments synchronize?

Answers

1. Jack can use the account feature of Microsoft Dynamics CRM to associate
accounts with his contacts. He can then search by account or contacts.

2. Mary can create a new Outlook contacts file called Personal. This personal file
does not have to synchronize with Microsoft Dynamics CRM.

3. No. You do not need to use the Microsoft Dynamics CRM Outlook client.

4. Yes. Phone calls will synchronize with tasks if you choose to synchronize
phone calls.

5. Outlook appointments synchronize with Microsoft Dynamics CRM Appoint-

ment activities. They do not show up in the Outlook task list.

Exercise

Create a new Outlook folder of type Contacts. Move a couple of your contacts to this
folder. What happens to these contacts? Can you associate these contacts with
Microsoft Dynamics CRM? Try synchronizing a few e-mail messages. What happens
to e-mail messages that have multiple recipients? Are these messages available on

each and every contact?
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Workflows: Creating Simple
Workflows

What You’ll Learn in This Hour:

» What is a workflow?
» Internal alerts based on specific criteria
» Using a workflow to automate a process

This hour takes a closer look at the world of workflows and how workflows help you
automate simple processes. We touched on workflows in earlier hours—specifically,
on how they relate to the sales process. However, workflows can be used for much
more. This hour is a primer that will help get you started working with Microsoft
Dynamics CRM’s automatic workflow creation features. One of the goals of this les-
son is to get you started with workflows without overwhelming you, so we approach
the topic from a simple step-by-step. You want to increase your understanding of
workflows slowly so that you can first master an understanding of a single workflow
and then multiple and perhaps parallel workflow processes that can be kicked off.

What Is a Workflow?

A workflow is an automated process. A process that is automated is often associated
with conditional statements, such as business rules that have multiple choices.
Depending on the choice, an action can occur. (For instance, if an e-mail is received,
a task activity called follow up is automatically created.)

So, if a condition within a business rule is true and an action can occur, a workflow
can empower the system to automatically do this action, such as create or close
tasks, appointments, e-mails, or other activities. A workflow can also call a small
program, based on a set of conditions. Additionally a workflow can be designed to
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be extremely simple or more complex, such as the simple step of identifying when
an Account record is created or the more complex series of steps of when a set of
interrelated tasks are completed.

You can have a personal workflow that streamlines your own tasks, or there may be
workflows that everyone in your organization uses to ensure that business processes
are consistent.

A workflow can be about back-office processes or directly related and responsive to
actions that a user might perform.

When setting up a specific workflow, it can also apply to either the needs of a devel-
oper extending Dynamics CRM or to a CRM administrator automating a process,
two very different audiences.

A Workflow Is Asynchronous

A workflow contains asynchronous processes, which means that a request is cre-
ated, and then, depending on what is pending and happening at the same time,
the request is processed when resources are available. Programmers and CRM
administrators need to make sure a workflow is the right tool for a particular situ-
ation.

The following are a few examples of workflows:

» When an opportunity is closed, send the sales manager an alert that indi-
cates whether the opportunity was won or lost.

» When a new lead is entered, assign that lead to the appropriate territory
manager.

» If a value is added to a specific field that is incorrect, send an e-mail to the
user (or to the user’s manager) to correct the value.

» If a client exceeds his credit limit, set that client’s account to “on hold.”

» If an estimated close date has passed, send an alert to update or close the
opportunity.

» If an appointment is scheduled with one of the company’s top 100 C-level
executives, send an e-mail to the account manager and to the regional
manager.

» If the system generates an error and posts to a log file, send an alert to the
CRM administrator.
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What Is a Workflow?

Key benefits of workflows include the following:
» Increasing efficiency
» Standardizing processes
» Training new users on existing process
» Controlling well-established routines
» Improving existing process
» Providing an audit trail
» Streamlining steps
» Doing parallel processing to increase data throughput
» Increasing user adoption

» Improving internal communication and collaboration

Key areas to watch out for when working with workflows:
» Automating can generate unwanted or misunderstood transactions.
» Workflows with wait states can wait forever without the right logic.
» Automation does not guarantee compliance.

The best way to learn about workflows in Microsoft Dynamics CRM is to set up a few.
You'll do this next.

Shared Workflow Technology

Microsoft Dynamics CRM uses the same Microsoft Windows Workflow Foundation as
Microsoft SharePoint Services. This consistent technology continues to support the
long-term goal of a totally integrated experience between Microsoft Office SharePoint
Services (MOSS), Windows SharePoint Services (WSS), Microsoft Dynamics CRM, and
Microsoft Office.

In the following pages, you will create a few simple workflows. You’ll then move to
creating a slightly more complex workflow.

As shown in Figure 16.1, you start the process by selecting Settings, Processes, New
and choosing Workflow as the category.
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FIGURE 16.1
Creating a new
workflow.
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Access to Settings

Configuring a workflow is considered an administrative task, although workflows
are designed to allow either automatic or manual user processing.

If you do not have access to setting up workflows, talk with your Microsoft
Dynamics CRM administrator about getting your security role changed.

Figure 16.2 shows the screen you use to set up a new workflow. In this case, you are
going to set up a workflow that sends an e-mail alert when an appointment activity
is created.

FIGURE 16.2

Creating the
steps in a
workflow.
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To create this new workflow, you need to choose a name and pick the correct entity:
1. Enter Appointment Alert Workflow.

2. Choose Entity Appointment.

Note that you are creating this workflow from scratch as opposed to using a prede-
fined template. You can set up templates later in the process, after you are using
many different, yet perhaps similar, workflows.

Figure 16.3 shows the next screen you use to create a workflow. At this point, you
can indicate whether this is a workflow or a workflow template, and you need to
choose the scope. In this example, you are going to create a personal workflow, so
the scope is User. This scope limits the workflow access. The other choices include set-
ting the access to this workflow to Business Unit, Child Business Unit, or

Organization.
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You are going to create an alert when an appointment is created and, therefore, you
can leave the default Start When setting (that is, Record Is Created). The next step is
to add the condition and the step:

1. Choose Add Step.

2. Choose Check Condition. (Figure 16.4 shows the condition statement.)
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FIGURE 16.4
Adding a
condition to
a workflow.
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3. Add a description for the step. At this point, you have added a description,
but you have not added a step or an action.

. Choose Add Step.

4
5. Choose Create Record.
6. Choose E-mail.

7

. Select Set Properties to Edit and create the e-mail.
Figure 16.5 shows a copy of the e-mail template. Notice the yellow fields, which indi-
cate dynamic values that will be populated when the e-mail is generated.

Now save your workflow. For the workflow to work, it must not be in draft mode, so you
need to publish it. To do so, choose Publish at the top of the Workflow, Settings form.

The new workflow will now automatically run every time an appointment activity is
created in the system.

To test the workflow you've just created, make a new activity of type Appointment
and assign it to yourself. In a minute or two, you will get an e-mail message, alert-
ing you to the fact that a new appointment was created.
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Internal Alerts Based on Specific
Criteria

You've already created a simple workflow to send an e-mail message when an
appointment activity is created, but perhaps there is something more critical that
you want to make sure does not slip between the cracks. What if a company does
not want to go after any sales opportunities of less than $100,000 because it thinks
that these opportunities are not worth the expense it takes to close them? Now, let’s
expand the scope of this example and say that the sales force for this company is all
over the world. It is hard to resist the temptation to go after a hot deal. Perhaps an
opportunity has estimated revenue of $90,000, and all the salesperson has to do is
make a few phone calls to close it. Do you think that salesperson is going to follow
the company policy and walk away?

To automatically alert management that such opportunities have been created, you
can use a Microsoft Dynamics CRM workflow to alert a few key people when a new
opportunity is added that is less than $100,000. Here’s how you set up this new
workflow:

1. Select Settings.

2. Select Workflow.
3. Select New.
4

. Give the workflow a new name, such as Opportunity Less Than 100,000 Alert.
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. Select the Opportunity entity.

5

6. Click OK.
7. Select Add a Step.
8

. Select Check Condition.

Figure 16.6 shows where you are so far. You have created a new workflow of type
Opportunity with the desired description.
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Now, you are going to set the variables associated with the condition. You should
double-click the blue words that look like this: <condition>. Click to define.

Figure 16.7 shows the first screen for setting the condition. Notice that it looks almost
exactly like the Advanced Find screen you have seen in other lessons.

In this particular case, you are inserting a condition which says that the opportunity
estimated revenue is less than or equal to $100,000, and if this condition is true, the
system will send an e-mail to the big boss. Figure 16.8 shows an example of an
e-mail message that could be sent in this situation. Notice that you can use colors
(for example, the word alert in red). You can also insert dynamic data fields, as
shown in Figure 16.8 in yellow. These fields would be populated from the data in the
created opportunity record.
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Figure 16.9 shows the completed workflow. If your condition is false, you are not
going to do anything, so you do not need to enter a condition and action if your

original rule is false.

You do, however, have to publish the workflow for it to start working on the next

saved opportunity.
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FIGURE 16.9
The finished
alert.
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Warning

Published workflows should be stopped and unpublished before applying updates
to any environment. If they are not stopped, a partially running workflow could be
poorly interrupted.

Running OnCreate

Your new workflow is set to run OnCreate, and therefore this workflow will not run
retroactively on already saved opportunities.

Setting a Workflow to Run

You do not have to choose On Demand or Child Workflow for the workflow to run
automatically upon creation of a new opportunity.

Using a Workflow to Automate a
Process

To this point, you have worked with some fairly simple workflow rules that either
have no condition or only one condition or, if that condition is true, they do only
one thing. What about a more complex workflow, designed to automate a complete
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process? We tackled the sales process in earlier hours, but workflow automation is
not limited to sales. What if you have a process that requires three people doing
things at different times? Take, for instance, a simplified version of the process
involved in completing a book chapter for a publisher. Each chapter has to be writ-
ten, reviewed, edited for format and content, and reviewed by the author. Table 16.1
shows this flow of information.

TABLE 16.1 Book Chapter Process

Author: Write chapter.

Publisher: Distribute to reviewer.

Reviewer: Review chapter.

Publisher: Receive reviewed chapter back from reviewer.
Publisher: Send to author to confirm changes.

Author: Confirm reviewer changes.

Author: Send chapter to publisher.

Publisher: Receive finalized chapter.

Publisher: Publish.

© ® NGO AONPRE

You can create a workflow that tracks these steps and, after a step is completed, the
workflow can create the next action for the appropriate person. Here’s how you cre-

ate the workflow:

1.

2
3
4
5

Choose Settings.

. Choose Workflow.
. Choose New.
. Enter a name, such as Book Chapter Process.

. Choose Task. (You are going to track a series of tasks, so your base entity

is Task.)

Under Options for Automatic Workflow, make this an organization work-
flow so that the workflow will kick off anytime someone creates a task that
meets the specified conditions. Figure 16.10 shows the new workflow before
you've added any steps.

Set this to an On Demand (manual) workflow so that the user can start the
write chapter process when he or she kicks off the process. The other choice
would be to set a condition that checks whether a new task was created
with either a specific subject line or a specific category or any other busi-
ness-type rule that can be communicated through the data that the user
would be entering.
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8. Set Available to Run to On Demand.
9. Add a step.
10. Create a record. Make this a Task record.

11. Set the task to Write Chapter. The workflow should create the Task activity
to write the chapter. You should give the writer three days to complete this
task. He or she can adjust as necessary, but you can use the system to set
the due date as three days after the creation date.

Figure 16.11 shows the configured task record. Notice the items in yellow.

To create a due date of three days after the creation date, you can use the Form

Assistant to the right of your form:
1. Place your cursor in the Due Date field.
In the Form Assistant, choose Operator 3 Days.

Choose After.

2
3
4. Set Look For to Task and Created By.
5. Click Add.

6

. Click OK.
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Figure 16.12 shows an example of the Form Assistant and your choices. The default
value can also be set, but it is necessary only if there is a condition in which the data
you selected would not be available.
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FIGURE 16.13
New Wait Stage
condition in
Workflow.
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You can now add a wait condition on the Write Chapter task to have the system wait
until the user completes the task that was just created. Notice in Figure 16.13 that
the Write Chapter task is selected, as opposed to just Task as the variable. This is
important because if you select just Task, the process will continue when anyone

completes a task.
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After you add the wait condition, you must add what the system is to do when the
wait condition is met, which can be either of the following:

» Add a step.

» Add a stage.

The system will give you a warning to indicate that this particular workflow is more
complex and that, if you add a stage in the middle, you must start the process with
a stage. You can add the stage Chapter Completed and rename the automatically
inserted stage to Write Chapter. Figure 16.14 shows where you are so far: You have

added two stages, one task, and one wait condition.

Who to Assign a Task To?

If you don’t know who to assign a task to, you can use the Microsoft Dynamics
CRM Queue feature and assign tasks to a queue. In this example, however, you
know who is going to do what.
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Now you need to add the step to edit the chapter:
1. Select Add Step.
2. Select Create Record.
3. Give this step a name, such as Edit Chapter.
4. Select Create Task.
5. Select Set Properties.
When setting properties, you can assign a record to a specific publisher who will be

doing the editing. In this example, you have only one publisher, which makes this
setup easier.

You also need to create a draft e-mail for the writer. The writer working from his or
her own activity list will see the draft e-mail and can then attach the chapter and
send it. Here’s how you do this:

1. Select Add Step.
2. Select Create Record.
3. Select Create E-mail.

4. Select Modify E-mail Properties.
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Creating Versus Sending

Notice that you choose to create a record and then choose Create E-mail as
opposed to choosing Send E-mail. The difference is that you are creating a draft
e-mail for the chapter writer.

Wait States

Warning Two (yes, it is that important): Pay particular attention to wait states
within a workflow. A wait state will wait forever if the condition is never met. Need-
less to say, you can end up with a process that just spins and spins and eats all
the machine resources if you are not careful or if there is an error. Tracking down
a poorly defined and executed workflow process is no fun.

Microsoft Windows Workflow Foundation tools are available in Microsoft Dynamics
CRM. They are also available in other applications, such as Microsoft SharePoint
Services. In addition, there are resources available related to architecting proper
workflow functionality. Microsoft has a section on architecting workflow, at
http://msdn.microsoft.com/en-us/library/bb955348.aspx, that is worth reading and
mastering, but there are also more out there.

Workshop

The Polar Bear Publishing Shop has a number of complex tasks that need to be
completed in a certain order. Completion of these tasks is interdependent, requiring
that one person do what he or she needs to do and then hand off to the next. The
Polar Bear Publishing Shop wants to document and standardize some of these sets of
tasks.

John Brown, CIO of the Polar Bear Publishing Shop, architects a set of processes. He
first documents what the processes are and then lays them out in a business process
diagram. After the process is validated and approved by his peers, John uses
Microsoft Dynamics CRM to automate different sets. He sets up a workflow process
for book binding and for editing and review. He also sets up the process around
working with a particular set of vendors who supply paper and ink for his presses.
John finds that the flexibility of Microsoft Dynamics CRM allows him to review and
redo processes regularly.

John also uses the workflows he has designed as training tools. This reduces the
classroom and e-learning requirements that would otherwise be needed for his staff.
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Q&A

Q.

I want to emphasize my alert e-mails. Can | use different-colored text?

Yes. You can use any number of text colors in the body of an e-mail message.

I have a process that involves many different people, and | don’t always know
to whom to assign a task. How can | set up this workflow?

You need to use the Microsoft Dynamics CRM Queue feature, which allows you
to assign an activity to the queue. For more information on queues, see Hour
17, “Support Management.” You can also use the team concept.

Can | use Microsoft Dynamics CRM without using the workflow functionality?
I am just not ready to automate anything yet.

Yes. You can use Microsoft Dynamics CRM without workflows, and you can add
workflows when you are ready.

Quiz

1.

o > w0 b

When you are changing the properties of a task within a workflow, what do
the yellow fields represent?

Why is it important to be aware of wait states?
What is an example of a process that could be automated with a workflow?
What are three benefits of mastering and using workflows?

Where is a good place to learn more about workflows?

Answers

1.

The yellow fields represent dynamic data fields that are populated when a task
is actually created by the workflow.

Wait states have the potential to wait forever and so may cause a process that
spins and spins and spins forever. A workflow that just stops with new requests
getting added and without old requests being processed can cause significant
system issues.

Here is but one example: If a value is added to a specific attribute that is incor-
rect, you could send an e-mail to the user or to the user’s manager to correct
the value.
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4. Any three of the following:

» Increasing efficiency

» Standardizing a process

» Training new users on an existing process
» Controlling a well-established routine

» Improving an existing process

» Providing an audit trail

» Increasing user adoption

» Improving internal communication and collaboration

5. Microsoft provides more information at http://msdn.microsoft.com/en-us/
library/bb955348.aspx.

Exercise

Create some of John Brown's processes on paper or with a Microsoft Dynamics CRM
workflow. Take, for instance, the steps that John must go through to manage the
ordering of a new supply of paper. He works with his CFO or the accounting depart-
ment to first look at prices and to refresh the research regarding rates and quality. He
then needs to select both the quality and the price point that works for the company.
He or a team member reaches out to the vendors for more information and real-time
pricing, and then the order gets placed. When the order is received, the teams have
to update inventory and store the new supplies.
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HOUR 17

Support Management

What You’ll Learn in This Hour:

» Creating and using contracts

» Maximizing support profitability and effectiveness
» Leveraging the subject line in a case

» Utilizing the Knowledge Base

We've covered a lot of information in the past 16 hours. However, we haven’t yet
talked about one particular department—the support department—that can use
Microsoft Dynamics CRM for non-sales-related needs. A typical support department
might need to keep track of customer service, support contracts, incoming questions,
and problems and solutions surrounding incoming calls. This lesson delves into the
world of support management using Microsoft Dynamics CRM.

What does a support department need? The functions within Microsoft Dynamics
CRM that are key for a support department include contracts, cases, queues, the
Knowledge Base, and scheduling. We cover scheduling in Hour 19, “Scheduling,” so
we touch on it here only briefly.

Creating and Using Contracts

A support contact consists of all the details of the agreement between your company
and a client to provide support. The contract also includes management over what
you sold to the client with regard to either the total number of calls, the total num-
ber of incidents (or cases), or the total number of support hours. Depending on how
you offer support, the contracts feature of Microsoft Dynamics CRM can manage
incoming use of services against a specific defined contract. Let’s set up a contract to
examine this further. Figure 17.1 shows where you need to go to get started. You get
there by following these steps:
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1. Select Service.
2. Select Contracts.

3. Select New. The Contract form shown in Figure 17.2 appears.
You’ll populate the fields in the Contract form in the following pages.
In the following steps, you can start with a Service contract template (see Figure 17.3):

1. Select Service Contract.

2. Enter a name for the contract.
3. Choose a customer.
4

. Choose a contract start date on which the contract will be effective and
when it ends. Figure 17.3 shows an effective date of August 1, 2011, and an
end date of July 31, 2012. This does not necessarily have to be the creation
date. Contracts can be created and become effective at another time (such
as the last day of the previous month).

5. Choose the contract address for both contract address and bill-to address or
leave the address blank to use the customer’s default address.

6. Confirm the billing information.
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7. When the basics are entered, save the contract but do not leave the screen.
When you save the contract, you create the framework to associate other
key Microsoft Dynamics CRM entities to the new contract (see Figure 17.4).
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FIGURE 17.4

A new contract
with general
details that has
been saved.

FIGURE 17.5
Creating a con-
tract line.
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Next, you need to associate some specific products, prices, and other specifics that
make up the bulk of the contract. This combination of prices, products, quantity,
and more are referred to as contract lines, and contract lines can be accessed from
the left navigation pane. Figure 17.5 shows the creation of the first contract line.
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Creating and Using Contracts

Finance Department

Many times, contracts are part of the finance or accounting department’s paper-
work, and finance creates them. Typically, the support department uses contracts
in CRM. There is a relationship in CRM between contracts and cases that can
reduce the total allocated tickets or time on a contract.

Contract Lines

Contract lines make up the body of a contract. They define what is covered under
the contract terms. To create a new contract including adding contract lines, follow
these steps:

1. Choose New.

2. Enter a title for the contract line. The example in Figure 17.5 is a contract
line that covers a product called ABC Product, which is bundled in a box
rate, and the title is ABC Product/Quantity Box Rate/etc.

3. Select the product from the Product list.
4. Enter the quantity.

5. Enter a value for Unit. Unit defines what quantity relates to. (For instance,
a unit could be a box, an each, or a bundle.)

6. Enter the allotment details. The system will keep track of how many cases
or minutes are used, but you need to enter what the contract covers.

7. Enter the price.

8. Choose Save and Close from the Ribbon to save the contract line.

A contract can have an unlimited number of contract lines. After you add the con-
tract lines, you should save the contract. However, to make the contract available
for case or activity association, it needs to be marked as invoiced. Contract lines can
include a set of service hours, a yearly maintenance and tune-up, a number of
phone calls to ask questions, and so on.

Associating Cases with a Specific Contract

You can associate cases with a specific contract. You do this when you are working
on a specific case, and usually the person working the case is not the person who
created the contract. The Case option in the left menu under service offers a view of
all related cases.
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FIGURE 17.6
Associating a
case with a
contract.
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When you associate a case with a contract, the data within the case can be used to
reduce a set value in the contract. For instance, if you sell a service contract for 10
hours of service, you can have the system keep track of how many of the 10 hours
have been used by the data within an associated closed case. You can also associate
specific activities with either a case that is related to the contract or directly with the
contract. Figure 17.6 shows the Case form. Notice the area related to contracts.

Cases can be associated with a contract or with specific lines within a contract. The
example in this section associates the case with a specific contract and a specific
contract line. In Hour 18, “Contracts, Cases, and Capturing Time,” we look more in
depth at using cases.

(o] Cose o Te
CAS-01028-J7R3N5
~ General Form Assistant >
Overview Contract Line -
Title * RMA Broken Component Contract Lines =
Customer* (5 ABC Company o [ Services
Subject O CaseType -
Case Origin - Satisfaction -
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Fallow Up By (FBv|  Prioity Narmal -
Contract and Product Information
Contract #] Long Term Senvi[+{[F]  Product re1]
Contract Line * 2, Services @  Serial Number
Tips a

Service Level -

Select a contract line to specify the
type of entitlement, Linking contract
lines to the case enables you ta track
allotment usage and verify that the
customer is receiving the
appropriate level of service,

' Notes and Article

Status Active

Maximizing Support Profitability and
Effectiveness

Let’s jump away from the Microsoft Dynamics CRM software a bit and consider how
we might significantly increase the profitability of support. In many situations, sup-
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Maximizing Support Profitability and Effectiveness

port and good customer service is a necessary expense, but it can also be a real prof-
it center.

To maximize the profitability of support, you need to define what services you are
offering. These could be different levels of telephone support or specific services that
are performed in the office. You might also have some proprietary knowledge that is
valuable. Take the time to really define and bundle these offerings. When you bun-
dle the offerings, consider the following:

» What are you offering?

» What is the market value of these offerings?

» How should an offering be marketed?

» What terms can you use to classify and brand the offering?

» How can you differentiate the offering from the offerings of your competi-
tion (particularly if the competition is offering a similar service for free)?

» If you were to list the offering on a price list, what would you call it?

» What skills are needed to provide the service?

Each of these considerations can help you determine and sell a specific service.
Customers will buy value and will pay a premium for something they need. You can
also offer a certain amount of added value for free; however, if you offer something
for free, make sure the clients understand that they are getting a fixed amount of
something for free. Don’t forget to remind them occasionally with a letter that indi-
cates how much they have used your service/product and how glad you are that
they depend on you.

Consider, for example, the following service: unlimited tier-one support to help you
refine and fine-tune and occasionally solve your technical problems. Tier-one sup-
port can be a service offering that helps further define a specific problem. The tier-
one team can be less experienced in a technology but more experienced with cap-
turing the finite details that make solving the problem easier. These specific service
offering details can be used as a win for your own company and a win for the client.
A client’s easy questions are efficiently answered, the problems are organized, and
data is collected without the expense of spending hours with a tier-three support
resource.

You now have two services you can sell:
» Unlimited tier-one support

» Limited and more expensive, yet more efficient, tier-three support
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When your services are properly marketed and bundled, you end up with profit, and
your customers end up with efficient and accurate answers to their problems from
the right source.

The key concept to take away is that it is important to plan and design the services
you are offering. This is especially critical in this age when information is a valu-
able asset. When information is shared, there is value in return. This value can be
in dollars or in more information increasing the knowledge base and information
asset pool.

As you work toward refining and defining your services, look at the Service Design
Network (www.service-design-network.org) for guidance. The Service Design Network
offers predefined offerings, bundles and templates that you can leverage within your
own business.

There are other resources, too, but the key point is that marketing, branding, and
selling can bring much-needed profit and client satisfaction to your service offerings.
Microsoft Dynamics CRM can support your efforts to standardize your offerings and
as such can almost pay for itself.

Leveraging the Subject Line in a Case

Let’s go back to talking about how Microsoft Dynamics CRM can help you organize
and bundle your services. You face a small requirement with an impact within
Microsoft Dynamics CRM: the configuration of subjects. Subjects are used in a num-
ber of different places within Microsoft Dynamics CRM. For instance, each case can
have a related subject; and sales literature, products, and articles can have subjects.
The subject tree should be set up with some thought, and it should support both
reporting and the general organization of a number of different areas of data. To
define your subjects, follow these steps:

1. Choose Settings.

2. Choose Business Management.

3. Choose Subject. The screen shown in Figure 17.7 appears.
Subjects are categories used in a hierarchical list to correlate and organize informa-
tion. Subjects can be used to organize products, sales literature, and Knowledge Base

articles. Earlier in this lesson, you already defined both parent subjects and child
subjects. Creating subjects offers one way to organize entities within a system.

This lesson’s example has a subject called Bikes and child subjects of all the different
types of bikes. Via the creation of subjects, you can organize your cases by category
of bike. You can also get reporting by subject, which enables you to determine how
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Utilizing the Knowledge Base
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many cases are being generated for what type of bike. You can then make business
decisions based on that information, such as choosing not to carry the line of bikes
that requires the most support.

Utilizing the Knowledge Base

The Knowledge Base is an area of Microsoft Dynamics CRM where you can both
store your own Knowledge Base articles (KBAs) and manage the review process that
creates your Knowledge Base articles. Look at Figure 17.8. One of the advantages of
storing Knowledge Base articles within Dynamics CRM is that you can associate
Knowledge Base articles with specific cases. If you use the Microsoft Dynamics CRM
customer portal, you can also share these articles with your customers.

One of the most frequently asked questions when it comes to the Knowledge Base is
whether it’s possible to associate a Microsoft Word document with a Knowledge Base
article. However, doing this breaks the model. The model is meant to organize data
in structured, searchable templates. If you associate a Word document with it, you
are not using a structured template, and you are bypassing the ability to search. If
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FIGURE 17.8
Knowledge
Base article
status.

FIGURE 17.9
Template
choices.
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you would like a knowledge base of Microsoft Word documents, you might consider
using the integration with Microsoft SharePoint, which is built to manage unstruc-

tured data, such as Microsoft Word documents and document libraries.

Notice that you have Draft, Unapproved, and Published as options for articles.
Support personnel can write Knowledge Base articles and submit them for review.

You can also build a workflow to support the effort.

Templates help your support department capture information that is stored in stan-

dardized formats. If you create a new Knowledge Base article, you are instructed to

capture a title, a subject, key words, a summary, and more comments (see Figure 17.9).
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Utilizing the Knowledge Base

This standard format gathers a bunch of different information into a standard
searchable library. By following a template, you can quickly create a new
Knowledge Base article (see Figure 17.10).
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Additienal Comments
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* Netes

= Comments

Cremen by [rremr

008000 trircies

To submit a new article for publishing consideration, do the following:
1. Select Actions.
2. Select Submit.
Once submitted, the article is in the unapproved bucket. To publish the article, com-
plete the following steps:
1. Select Actions.
2. Select Approved.
After the article is approved, it appears in the list of published articles and can be

used as a reference throughout the company. Knowledge Base articles can be associ-
ated with cases, for instance, or shared with clients through e-mail.

Figure 17.11 shows a list of published Knowledge Base articles.
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Workshop

Technology Titans is a technology company that offers IT services. It sells service
contracts based on a number of cases (incidents), and it also offers ad hoc hourly
billing. Technology Titans sells products, too, and organizes its products in the
Microsoft Dynamics CRM product catalog. Technology Titans is particularly keen on
utilizing Microsoft Dynamics CRM to keep track of how many cases are getting used
by a variety of clients. To do this, it sets up service contracts in Microsoft Dynamics
CRM for each client. Each service contract is completed and then double-checked
against its accounting software to confirm that it has been billed. After the contract
is set up, the contract is activated. The teams are also trained that, to offer a service,
they must create a service case. Each service case created is associated with the
appropriate client contract.

Technology Titans also has a certain number of recurring cases. The solutions to the
recurring cases are documented and saved in the Knowledge Base library in
Microsoft Dynamics CRM. The company reviews these Knowledge Base articles on a
scheduled basis to confirm that the information remains correct. It is also diligent
about not putting everything in the Knowledge Base area. In addition, the company
wants to save and store only items that recur regularly.

Q&A

Q. We have the standard services that you might find at any technology com-
pany. How can we give these zing and the right marketing?

A. The first step is to understand the value you are offering and your audience.
You are also a consumer of technology services; what would make you feel
great about spending money on these services? For example, you would proba-
bly pay a lot for a real expert in a specific technology because you could learn
and potentially resell some of this expertise.

Q. Are subjects that important? We have not set up a hierarchy of subjects.

A. Subijects offer a way to organize cases and associated literature and Knowledge
Base articles. They also potentially offer a reporting category for analytics.

Q. We want to associate a Word document with a Knowledge Base article. Can
we do so?

A. No. By design, you cannot associate a Word document with a Knowledge Base
article.
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Quiz

1.
2.

3
4.
5

Why does a contract have contract lines? What are they used for?

How does a case relate to a contract?

. Can you search Knowledge Base articles?

Name three areas to consider when bundling support services to sell.

. Does the Knowledge Base section of Microsoft Dynamics CRM offer stan-

dardization?

Answers

Contract lines define the specific services or products covered by the contract.

A case can be associated with a contract, and the hours or incident that the
case represents can reduce the total available incidents left.

Yes. There is extensive search capability associated with Knowledge Base articles.

You could consider any of the items listed in this hour. The following three are
examples: What terms can you use to classify and brand the offering? What
are you offering? What skills are needed to provide the service?

Yes. One of the key features of Microsoft Dynamics CRM Knowledge Base is the
standardization of information so that it's searchable.

Exercise

Using the earlier example about the Technology Titans, set up two different Knowl-
edge Base articles for the company. Would “How to Configure Outlook” be a valu-
able addition to its library? Now, set up a contract for a new client who wants unlim-
ited support. Should Technology Titans offer 24x7 support coverage? What would be
the cost of doing this right, with the right level of skilled labor? Can this service be

profitable?
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HOUR 18

Contracts, Cases, and
Capturing Time

What You’ll Learn in This Hour:

Why use cases; what's in it for me?

The hierarchy of contracts, cases, and time
Working with cases and activities

Proactive versus reactive capturing of time
Distributing work: Users, teams, and queues

vV v.v v v .Yy

Adding a workflow to close a case

This hour spends more time on cases and looks at the concept of capturing time
against activities in Microsoft Dynamics CRM. It also explores methods of assigning
cases for completion, using queues and teams.

Why Use Cases; What’s in It for Me?

A service case record (also called an incident record) is a building block of any
process geared toward issue resolution. That issue may be a service or support inci-
dent, a warranty repair, a help desk question, or a return merchandise authoriza-
tion (RMA). Case records have several key features that make them work very well
in this area:

1. Each case has a unique identifying number.

2. Each service case can be linked to a service contract and an associated con-
tract line to track work delivered on service agreements.

3. Each case can roll up multiple individual activities into a single billable-
time activity.
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FIGURE 18.1
Contract,
cases, and
time hierarchy.
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It is important to understand that case records can be modified and configured with
additional fields, data relationships, and processes that meet your organization’s
requirements.

The Hierarchy of Contracts, Cases, and
Time

Figure 18.1 shows the hierarchy of how the entities relate to each other in time relat-
ed sequences. Time is captured on an activity in the duration field, and activities

that are related to cases can map this duration into an actual case duration bucket.
When a case is closed, time can be accumulated.

In Figure 18.1, the five-pointed star represents the capturing of time on a specific
activity, and the seven-pointed star represents the potential of accumulation of actu-
al time on a closed case.

= Duration Attribute (field) on the Activity Entity (records). Every activity can
have a duration. When a case is resolved, the associated closed activities
roll up to the case.

= Actual Duration
Attribute (field) on

the Case
Resolved Entity Contract
(record).
[
Case Case
Resolution
Activity Activity Activity

The general concept is that every activity can capture the amount of time spent on
that activity (the duration). When completed activities are associated with a case,
the case will be updated with the actual accumulated duration of each activity.
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The Hierarchy of Contracts, Cases, and Time

You can also capture start and end dates on each activity. Then, by using the Report
Wizard, a view, or an export into an Excel PivotTable, you can quickly get a list or
picture of time for any given set of activities.

Using CRM to capture billable time for support cases lends itself very well to organi-
zations where individuals are engaged with many different customers, projects, or
issues on a given day. However, most professional service firms use timesheets to
capture and track time and frequently have additional requirements related to
auditing those time entries. If that sounds like you, then the good news is you can
do that with CRM.

If you need timesheet functionality for your organization, you can customize the
CRM system to meet your needs, or you can simply install a third-party customiza-
tion that fits your needs. There are several solutions available in the Microsoft
Dynamics Marketplace (http://dynamics.pinpoint.microsoft.com). Some, like
Assistance PSA for Microsoft Dynamics CRM 2011, are general PSA tools and others,
such as CRM4Legal, are targeted at specific industries.

Let’s get back to really looking at capturing time within Microsoft Dynamics CRM
without third-party tools. Figure 18.2 shows the time-oriented fields that are avail-
able in a Task activity.
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Figure 18.2 shows how two hours of work completed on June 17, 2011, would be
documented. The Duration field contains the amount of time spent, and the Actual
End field documents the date the work was completed.
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Fields and the Task Form

All these fields will not show up on the Task form unless you configure the form to
show them. The only field that shows up automatically is the Duration field. By
default, the Actual End field will be set to the date when you marked the activity
as complete unless you show it on the form and actually enter a different date.

If you link a task to a case, the associated time can be reported on, viewed, or
exported with relationship to the contact or account associated with the case.

Working with Cases and Activities

When working with cases and activities, it is possible for an activity record (task,
phone call, and so on) to get generated before the case record, but it is also possible
for a case record to be made first. Let’s work through a typical scenario that demon-
strates both ways of connecting an activity to a case. In this scenario, you will cap-
ture the phone call from a customer, create a case, link the phone call to the case,
and then create a second task from the existing case.

There are many ways to create a new Phone Call activity record in CRM. For simplic-
ity, you can start from the contact record because it is very easy to search for con-
tacts based on either the first name or last name. For this exercise, you should use
George Sullivan, a record created as part of the sample data load available in
Microsoft Dynamics CRM 2011.

To create a Phone Call activity record from the contact record, follow these steps (see
Figure 18.3):

1. Open the contact record.

2. Select the Add tab of the ribbon.

3. Click the Phone Call option in the Add tab.
Now you can use the phone call record to capture details about the call and then
create a case from the phone call record (see Figure 18.4):

1. Enter the subject of the call.

2. Change the direction from Outgoing to Incoming.

3. Enter some notes for the call in the description field.

4. Update the Duration field to document the amount of time spent on the call.
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Working with Cases and Activities
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5. Save the call by clicking

the Save button.

6. Select the Convert to Case option on the Phone Call tab of the ribbon. The
Convert Phone Call to Case dialog appears (see Figure 18.5).

7. Click OK.
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FIGURE 18.3
Creating a
phone call from
an open con-
tact.

FIGURE 18.4
A new Phone
Call activity
record.
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FIGURE 18.5
The Convert
Phone Call to
Case dialog.
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You can change the customer and optionally define the subject of the case from
the CRM subject tree as part of this process.

# | Convert Phone Call to Case -- Webpage Dialog Léj

Convert Phone Call to Case
Specify the details of the new case.
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& b
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[¥ Openthe new case

Change the Phone Call status to Completed and close the
form

Icd

0K | | Cancel

F € Local intranet | Protected Mode: Off

At this point, you are looking at a new case record. Now you can create a task to
schedule future work to resolve the issue for the customer. You create the new task as
follows (see Figure 18.6):

1. Select the Add tab of the ribbon.

2. Click the Task button in the Add tab.
Fill out the missing information in the task form to schedule the task for future com-
pletion (see Figure 18.7):

1. Enter a subject for the task.

2. Enter the due date and time.

3. Enter the expected duration.

4. Click Save & Close to save and close the task record.
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At this point you have a new case record in CRM and two activities associated with
the case. Figure 18.8 shows the open activity records associated with the case, and
Figure 18.9 shows the closed activity records associated with the case. You can open
each activity by clicking the activity name link or by double-clicking in the row.

www.it-ebooks.info

361

FIGURE 18.6
Adding a new
task to a case.

FIGURE 18.7
A new task.
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FIGURE 18.8
Open activities
for the case.
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FIGURE 18.9
Closed activities
for the case.
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Once the issue associated with a service case is corrected, you want to mark the case
as resolved. If you tried to mark the case as resolved at this point, however, you
would get the error message shown in Figure 18.10 because you have an activity
associated with the case that has not been marked as complete.

www.it-ebooks.info


http://www.it-ebooks.info/

Working with Cases and Activities

[S5)

-
Message from webpage

There are still open activities associzted with this case. These must be
_I_L closed before the case can be closed.

So to resolve the case, you first need to mark each open activity as complete. To do
so, you select the Activities view in the related navigation section of the case form to
see a list of all open activities associated with the service case (refer to Figure 18.8).
Then you open and update each activity with any missing notes or time spent on
the activity. Finally, you click the Mark Complete button to save the changes and
mark the activity as completed.

When all the activities are closed, it is time to update the case to show that the issue
has been resolved. To do so, you select the Case ribbon tab and then click Resolve
Case in the Case tab (see Figure 18.11).
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When you complete this action, a Resolve Case dialog box opens, displaying the

accumulated time spent on all activities related to the case (see Figure 18.12). To fin-
ish closing the case, you adjust the billable time if needed and enter a brief descrip-
tion in the Resolution text box. Then you click the OK button.
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FIGURE 18.10
The open activi-
ties error mes-
sage.

FIGURE 18.11
Resolving a
case action.
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FIGURE 18.12
The Resolve
Case dialog.

FIGURE 18.13

A resolved case
with a Case
Resolution
activity.
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Resolve Case

Provide information in the following boxes to resolve this case.
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When the case is resolved, you see a Case Resolution activity in the Completed

Activities view for the case. This record contains the resolution information and the
billable time you entered when you resolved the case (see Figure 18.13).
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Proactive Versus Reactive Capturing of
Time

The preceding example demonstrates using CRM cases in both a reactive way (gen-
erating a case when you take a phone call) and using CRM cases in a proactive way
(scheduling a task for a future time). How you use CRM depends a great deal on
your business and the processes you are implementing.

If you are constantly planning your schedule and proactively creating tasks, phone
calls, and appointments that need to be completed in the future, Microsoft Dynamics
CRM can help you track completion of those activities and give you a way to docu-
ment how much time you spent on each activity as you close them out. On the other
hand, if you live in a highly reactive world, and the work you do each day is some-
what dependent on what happens that day, you may find that it makes more sense
to use a CRM case record to capture the thing that needs to get done. You can then
create CRM activity records when you find time to work on the issue, and you can
capture your time then.

Most organizations will be somewhere between these two scenarios. Lots of people
want to jump on the proactive wagon. It’s a good idea to be realistic about what
your organization can do in this area and that you define a business process around
CRM so that everyone uses the system the same way. This process can be as simple
as a rule which states that no work will be done to resolve an issue until after a case
that documents the issue has been made. This simple business rule ensures that
everyone in the company who has CRM access has a way to know about the issue
and therefore assist in resolution of the issue.

Distributing Work: Users, Teams, and
Queues

Now that we have gotten into some details around linking cases to activities and
tracking time, let’s look at managing cases and workload in more detail. Chances
are that you will have more than one person involved in resolving cases, and many
issues will not be resolved in a single session or interaction.

Each case or activity in CRM can be owned by a single CRM user or a CRM team.
From the standpoint of the system, an owner may have certain rights to modify that
record that other users do not have. From the standpoint of getting the work done,
the owner is typically responsible for doing the work or at least ensuring that the
work gets done.
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Although teams have been defined in CRM since the beginning, Dynamics CRM 2011
is the first version that actually supports ownership of a record by a team rather than
an individual user, and this change has a big impact. Consider a scenario where you
want only users who are qualified on a certain technology or process to work on
issues related to that technology or process. You now have the ability to assign those
cases to a defined team of users who have the required qualification, and you can
give all members of that team the access they need to update the case record.

When distributing work in your organization, you have the option of distributing indi-
vidual activities (a very proactive service model) or distributing service cases and allow-
ing the case owner or team members to decide the best action to take (a more reactive
model). You distribute this work directly by assigning the case or activity directly to an
individual or a team, or indirectly by adding the case or activity to a queue.

Queues allow you to advertise specific activities or cases to a group of users as opposed
to a specific person or team. Visibility to items in a queue can be given to a depart-
ment, a subset of people, or everyone in the organization. The difference between
adding an item to a queue or assigning it to a team is very subtle. The first thing to
understand is that items added to a queue will remain in the queue until accepted or
added to a different queue, and ownership of the case or activity does not change until
someone specifically accepts the item from the queue. The second thing to understand
is that queues, by definition, represent information in a FIFO (first-in, first-out) format
so that the item that has been in the queue the longest is at the top of the list. The last
significant thing is that queues can be set up to automatically process inbound e-mail
to a specified e-mail address (for example, support@crmin24hours.com).

In order to understand this subtle difference, you'll next create a queue and a team
and show how to distribute a case to a queue and to a team. First, you create a
queue as follows:

1. Choose Settings.

2. Choose Business Management.

3. Choose Queues.

4. Click the New button to open a new queue window.

5. Enter the following information in the queue window (see Figure 18.14):
» Enter a unique queue name (in this case, Support).
» If your queue will process inbound e-mail, enter an e-mail address.

» Set the E-mail Access Configuration settings based on your system
requirements.

6. Click the Save button.
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FIGURE 18.14
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Now you create a CRM team and assign yourself as a member as follows:
1. Choose Settings.
2. Choose Administration.
3. Choose Teams.
4. Click the New button to open a new team window.
5. Enter the following information in the team window (see Figure 18.15):
» Enter a unique team name (in this case, Support Team).

» Set yourself as the administrator.

6. Click the Save button.

7. Give the team the Customer Service Representative Role, using the steps as
follows:

» Click the Manage Roles button in the Team tab of the ribbon.
» Check the Customer Service Representative role.

» Click the OK button.
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8. Add yourself as a member of the team as follows:

v

Choose Members under the related item'’s section in the form navigation.

v

Click the Members button on the Users tab of the ribbon.

» Check your name in the list of users.

v

Click the OK button.

9. Click Save & Close to save and close the team window.
Now it is time to create a case that you can use to test your various methods of dis-
tributing the work to others. You create a case as follows:

1. Choose Service.

2. Choose Cases.

3. Click the New button.

4. Enter a case title and customer and then click the Save button to save the

case but leave the form open.

In a first scenario, you should distribute this work to the support queue you just cre-
ated (see Figure 18.16):
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1. Click on the Add to Queue button in the Case tab the ribbon.
2. Select the support queue in the Add to Queue dialog.
3. Click the OK button to complete the action.
Notice that you are still the owner of the case, as shown in the Owner field in the

case form. Now you need to verify that the case has actually been assigned to the
support queue (see Figure 18.17):
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1. Choose Workplace.
2. Choose Queues.
3. Change the Queue Items view to All Items.

4. Note that the case you created is sitting in the support queue.
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FIGURE 18.16
The Add to
Queue dialog.

FIGURE 18.17
The case in the
support queue.
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FIGURE 18.18
The Look Up
Record dialog.
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At this point, anyone who has been granted access to view queues can see this serv-
ice case sitting in the queue, and ownership of the case will not change until a user
accepts the queue item by clicking the Work On button in the Queue Items tab of the
ribbon.

In the following steps, you'll assign the case to a team. You start by opening the case
record and then proceed as follows:

1. Click the Assign button in the Collaborate section of the ribbon.
2. Select the Assign to Another User or Team option.

3. Click the Search button to the right of the dialog text box to open the Look
Up Record dialog.

4. Change the Look For drop-down item from User to Team (see Figure 18.18).

Lock Up Record
Enter your search criteria and dick Search to find matehing records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK,

Lookfor: Team -

View: Teams Laokup View
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5. Select the support team you created earlier and click the OK button.

6. Click the OK button on the remaining dialog.

Note that the Owner field on the case has changed from you to the support team.
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Adding a Workflow to Close a Case

When major functions occur, such as the closing of a case, great opportunities to
have the system react with some automation present themselves. Consider, for

instance, a need to alert the customer that a case has been closed. The system can

generate an e-mail message, using a template that merges information from the

service case to create the final e-mail. Figure 18.19 shows an existing e-mail tem-

plate. Notice that the case number and the title have been included in this e-mail

template.
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Editing the E-mail Template

FIGURE 18.19
An e-mail tem-
plate.

Dl —

You can edit the e-mail template by choosing Settings, Templates, E-mail Tem-
plates and then selecting the Closed Case Acknowledgement e-mail template.

This e-mail message gets sent by a workflow when there is a change in the case and

the status of the case is set to Resolved. In this example, the e-mail is sent from a

specific service person and sent to the customer associated with the case. However,

many organizations send the e-mail from a common e-mail address, such as

support@crmin24hours.com, so that any replies go back to an existing queue. To

make this change, you set the e-mail sender to a queue that has the desired e-mail

address.
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FIGURE 18.20
An active work-
flow process.
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The workflow to check the status of the case upon a change and to send an e-mail if
the status is equal to Resolved is a workflow with two steps. Figure 18.20 shows this
workflow.
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Notice that the options for automatic workflow are set to occur on record status
changes, as opposed to when the record is created. You are capturing when a case
changes and then reviewing the change with a condition statement to check
whether the change resulted in the status being set to Resolved.

What is another situation where you might want a workflow on a change to a case?
Here are some examples:

» When a case closes for a high-profile client, you might want to send an e-
mail or create an activity to the internal support department manager or
the CEO for a personal follow-up.

» When a case includes a value in the Follow-Up By field, you might want to
schedule an activity to follow up for the appropriate support person or the
incident manager.

» When a case changes and the status changes to high priority, you might
want to create an appointment with a due date. The appointment would
synchronize to Outlook and pop up an alert at the set time.

» When a case is resolved and the satisfaction level is very dissatisfied, you
might want to kick off a special workflow process called Turning Around a
Dissatisfied Customer.
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The list can get even more interesting if you add a few layers or a bit of code. For
instance, consider the following examples:

» When a case closes, you might want to send an e-mail to the client to say
that his case is closed and include three questions. When he responds to
this e-mail, you could capture the response and update the case with his
input to the specific questions.

» When a case is updated, you might check whether there are any associated
activities and whether those activities are open. If the activities are open
and it has been a certain amount of time, you can determine who the
owner of the activity is and alert his manager.

» When a case is updated, you might want to determine whether there are any
other open cases for the same customer. If there are, you can check whether
the subject has similar words that might indicate a possible duplication.

Workshop

Silver Streak Developers is a company that writes software for municipal govern-
ments. It has a number of developers, a quality assurance department, and a sup-
port department that takes incoming calls. Silver Streak Developers also has a sales
department that sells the company’s software to municipal governments all over the
country. Silver Streak Developers uses Microsoft Dynamics CRM. The support depart-
ment uses all the service components of Microsoft Dynamics CRM. Each of the com-
pany’s clients has a support contract that is either a Gold or Silver level. The Silver
level offers 24 incidents equally, approximately 24 calls a year, and the Gold level
support contract offers 50 hours of service. Customers of Silver Streak can send e-
mail messages to support@silverstreak.com, and a support person accepts requests
from the support queue as soon as he is available. The support person creates a
case, associates the e-mail message, and tracks all that he does to resolve the prob-
lem. When the problem is resolved, the support person closes the case.

Q&A

Q. We want to capture all our time and then bill for it. Can Microsoft Dynamics
CRM handle this?

A. Yes. Microsoft Dynamics CRM can support capturing time against activities
and the viewing of these activities, with their duration. Time can then be billed
either from your accounting software or via an invoice that you enter in
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Microsoft Dynamics CRM against a service product. If you need robust project
billing, practice management, write-up/down auditing, or other features, you
should look for an add-on to Microsoft Dynamics CRM or integrate a practice
management or time and billing or project billing application with Microsoft
Dynamics CRM.

We use RMAs and need to track when a product is returned under an RMA
number. How well does Microsoft Dynamics CRM handle RMAs?

The structure of Microsoft Dynamics CRM actually works extremely well for the
management and handling of RMAs. In this scenario, the unique case number
becomes the RMA number.

We have all our legal contracts set up in Microsoft Word. Can we associate
a Word contract with the contract feature of Microsoft Dynamics CRM?

No. File attachments cannot be associated with contracts in Microsoft Dynam-
ics CRM. Okay, this is not really correct; yes, you can associate a Word contract
with a saved note associated with the contract entity, but doing so is not rec-
ommend because Microsoft Dynamics CRM is not designed to be an incredible
document library for unstructured data. For associating unstructured data,
such as Word documents, with Microsoft Dynamics CRM, look into the incredi-
ble integration points for Microsoft SharePoint.

Quiz

1.

2
3.
4

Identify two places where time can be captured in Microsoft Dynamics CRM.

. How are contracts related to cases in Microsoft Dynamics CRM?

Why would you want to use a queue?

. If you are a proactive person, is it fairly straightforward to capture time on

your activities as you complete them?

Name two ways to close an activity in Microsoft Dynamics CRM.

Answers

1.

Time can be captured on an activity, and time can be captured on a case as a
function of the attached activities.

Cases can be associated with a specific contract, and the time on a case can
reduce the available time on a contract.
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3. Queues allow you to assign activities or send e-mail to a generic bucket, such
as a support queue or a support e-mail address.

4. Yes. When you complete your planned activities, you can add the duration
when completing.

5. You can save the activity as closed or you can use the Close Activity option on
the Action menu.

Exercise

Set up the Gold and Silver contracts that Silver Streak Developers uses with its cus-
tomers. In addition, set up the support queue. When the contract and queue are cre-
ated, create some new activities and assign them to the queue. Then try to send an
e-mail to the queue’s e-mail address. Also try to create a case and assign it to the
contract you just created.
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HOUR 19
Scheduling

What You’ll Learn in This Hour:

» Scheduling in general

» Getting started with scheduling

» Viewing and managing scheduling conflicts
» Setting up scheduling

This hour focuses on scheduling people, places, groups, shared facilities, and equip-
ment. This is a robust set of features worthy of deep thought and consideration. If
scheduling is a core piece of your business, set aside extra time to master and read
other material on this subject. Scheduling can be used for onsite visits, training facil-
ities, equipment, and people who use equipment or places interactively.

Scheduling in General

Microsoft Dynamics CRM offers the ability to schedule, find conflicts, assign people,
and juggle in-demand equipment and locations, such as conference rooms and
training facilities.

Before we dive into scheduling, let’s set some context. Some features and functions
in Microsoft Dynamics CRM are more complex than others. The silver lining is that
the complex functions complement more complex long-term functionality.

Scheduling is one of these more complex features, particularly when it comes to get-
ting it all configured. So, in this lesson, you will first learn how scheduling works
and all the great things you can do with scheduling. Then you will learn about the
key areas of Microsoft Dynamics CRM that need to be set up for scheduling to work
smoothly.
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FIGURE 19.1
Accessing
the service
calendar.
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Getting Started with Scheduling

The world of Microsoft Dynamics CRM scheduling uses the term service as a specific
item. A service is made up of a number of unique variables, including associated
resources, times, and durations. In fact, you can use scheduling to organize and
manage service teams, service people, service appointments, service activities, and
service equipment.

The Service Calendar

The service calendar is a unique centralized calendar for services, service activities
and appointments that is configured and displayed in a manner to support conflict
resolution and filtering. Service activities also show up on a specific staff member’s
assigned calendar, which the staff member accesses by selecting My Work, Calendar.

Figure 19.1 shows the Service Calendar accessed in Microsoft Outlook.
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Service activities are unique items that apply to the management of service-specific
activities. They are not the same as standard activities of types such as Task, Phone
Call, Appointment, for example. One way to think of a service activity is as a super-
sized and complex appointment.

The service calendar is located on the Service menu, and you get to it as follows:
1. Select Service.

2. Select Service Calendar.
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When you open the service calendar, you see a list of all resources in the left menu
bar. These resources consist of all Microsoft Dynamics CRM users and other resources
that were created, such as groups of users, equipment, or facilities. What displays in
the left navigation pane is controlled by the Type drop-down menu option at the top
of the calendar. Figure 19.1 shows the initial service calendar.

A Programmer’s Option

You cannot customize the service calendar or change the default view in Dynam-
ics CRM Scheduling. However, with a bit of programming expertise, you can edit
the ISV.config file (which is an XML configuration document used to update the
navigation structure of Microsoft Dynamics CRM Online, including adding custom
buttons, tabs, and menus to entity forms) to change the colors of the time
blocks.

Items that are scheduled on the service calendar include service activities and
appointments. Before you can schedule a service activity, you need to create the serv-
ice activity. After you create the service activity, the system immediately gives you
the option to schedule it. A service can also be created which groups a set of service
activities into a logical unit.

Creating a Service and a Service Activity

To create a new service, follow these steps:
1. Select Services from the left navigation.
2. Then select Services.
3. Now select New (see Figure 19.2).

For each service you might also have a set of activities to perform so the following
shows how to create a new specific service activity.

Example of Service vs. Service Activity

An example of a service and service activity includes a situation where you might
have a service called Repair and then a set of service activities that had to be
complete for the full repair to be completed.

To create a new Service activity, follow these steps:
1. Select Service from the main menu.

2. Select the Service Calendar.
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FIGURE 19.2
A service.

FIGURE 19.3
Service activity.
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3. Select New Activity from the top of the service calendar form (see Figure
19.3 for the Service Activity form).
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The subiject field of the service activity is required. This field can be used as a catego-
ry to help classify this particular service activity from a list of many other similar
service activities.

Perhaps you want to create a service activity for inspecting a corporate office. Your
subject could become Inspect the Corporate Headquarters. Your service is the stan-
dard service you created, called Inspection. Customer or Customers are the customers
who require this service activity. Resources are resources that are not only available
but also follow business rules. For instances resources are available within a specific
chosen site or sites is selected.

If all the fields are not properly set up, you will receive an error message when trying
to save the service. To fix this type of error, you select each of the lookup items and
look at the details behind them. In this example, the resource was not associated
with the selected site, and the business rule requires that the resource be a resource
from the configured and selected site. When it comes to scheduling, the setup can
trip up users, so it’s important to make sure you review all of your setup. This
includes sites (even if you have only one), users, and resources.

When scheduling a service activity, you have a number of choices to consider.
During scheduling, you can check whether the selected resources are available and
what the available times are. If you enter a specific time, you can select the option
Check Available to search and determine whether the resources are available at the
time selected. You will be presented with a list of available options that you can then
select from for scheduling. Figure 19.4 shows a list of available times.
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FIGURE 19.5
Scheduling
conflicts.
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Notice that in Figure 19.4 you can see three different windows. This occurs during
scheduling when you are trying to schedule a service activity that does not exist. The
system prompts you for scheduling information, and it prompts you for the informa-
tion for the service activity that you are scheduling. A more logical approach is to
create the service activity and then schedule it.

Viewing and Managing Scheduling
Conflicts

After service activities are created and scheduled, you can use the scheduling calen-
dar to check for conflicts:

1. From the scheduling calendar, choose the view of data you are interested in.

2. (Click the Show Conflicts icon at the top of the screen, as shown in Figure 19.5.
Conflicts in people’s schedules show up in the calendar with a red box around them.

il Microsg
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[ Reschedule g
= B e =1 3
» 2 change st:

Service Appointment Schedule Send Direct  Advanced
Activity 4 Conflicts E-mail Find

New Adtions Query

Service 1 |[Search for records £l 1y

{4 Service Calendar

] Cases

5 Accounts Manday, July 11, 2011

[83 contacts | Name ~ 2 ||eo0am 500 AM 1000 AM 1100 AM
[ Articles £ Anne Stanton
[#¥] contracts

@ Products

&, services

@ Goals

Goal Metrics

[ Roliup Queries

3. Choose View Service Activities from the Type drop-down to view conflicts
between specific service activities.

4. Confirm that Show Conflicts is turned on (see Figure 19.5).

Setting Up Scheduling

Setup does not have to be done more than once, and for those working with a
Microsoft Dynamics CRM partner, part of your project might be finalizing and con-
figuring the scheduling functionality of Microsoft Dynamics CRM. In case it is not,
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this section goes through each section of Microsoft Dynamics CRM system configura-
tion that needs to be configured for scheduling to work smoothly.

Defining Staff Availability

The first step in setting up scheduling is to double-check and configure staff people’s
work hours. To do so, follow these steps:

1. Choose Settings.

. Choose Administration.

2

3. Choose Users.
4. Choose a specific user.
5

. From the left menu bar, select Work Hours (see Figure 19.6).

"8 User | Users v & |$
= Anne Stanton -

Manthly View

SetUp~ | w | More Actions =

< July, 2011 »
Sunday Monday Tuesday Wednesday Thursday Friday Saturday @

26 z 28 29 30 1 2 =
7] 10:00 AM - 8:00 | | 10:00 AM - 8:00 | /] 10:00 AM - 8:00 /| 10:00 AM - 8:00 | /] 10:00 AM -8:00 |

3 4 5 6 7 8 9
7] 10:00 AM - 8:00 || 10:00 AM -8:00 ||| 10:00 AM - 8:00 /] 10:00 AM -8:00 ||| 10:00 AM - 8:00 |

10 11 12 13 14 15 16
/] 10:00 AM - 8:00 || 10:00 AM - 8:00 | /| 10:00 AM - 8:00 || 10:00 AM - 8:00 | | 10:00 AM - 8:00 |

17 18 19 20 2 22 3
/] 10:00 AM -8:00 | /] 10:00 AM -8:00 || ] 10:00 AM - 8:00 | /] 10:00 AM -8:00 ||| 10:00 AM - 8:00 |

24 25 26 7 28 29 30
/] 10:00 AM -8:00 | /] 10:00 AM -8:00 | /] 10:00 AM - 8:00 /] 10:00 AM - 8:00 |'~/] 10:00 AM -8:00 |

(GMT-05:00) Eastern Time (US & Canada)

Status Enabled

Figure 19.7 shows the work hours calendar as it appears when first accessed. To con-
figure work hours, follow these steps:

1. Select Set Up.

2. Choose New Weekly Schedule.

3. Dirill down on the blue words Work Hours.
4

. Enter the Work Hours for the user’s workday.
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FIGURE 19.7
Specifying the
work hours.

FIGURE 19.8
Entering breaks
and hours.
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User
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In Figure 19.8, the work hours are entered as 7:00 a.m. to 5:00 p.m., with 1/2 an

hour for lunch.
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The point of adding in work hours for people you want to schedule is that, once this

is configured, scheduling becomes much more intelligent. If you try to schedule
someone during her break, the system will notice this and warn you.
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Quick Exercise

Spend some time adding some unique work hours to your system for practice.
Consider this your warm-up and stretching exercise for the following sections. If
you find that the system is being uncooperative, don’t forget you can exit the work
hours calendar and then return.

Defining Resource Groups, Equipment, and
Locations

After the staff is correctly configured for scheduling, the other items referenced from
the scheduling functions need to be set up. Let’s tackle resource groups. A resource
group is made up of any combination of users, equipment, facilities, and teams. To
set up a resource group, follow these steps from the main menu:

1. Select Settings.

2. Select Business Management.

3. Select Resource Groups.

4. Click New.
Figure 19.9 shows getting started defining a resource group. When creating a new
resource group, you are selecting from users, facilities, equipment, and teams, so if you

are going to create groups that include facilities, equipment, and teams, take a minute
and set these up as well. Figure 19.10 shows the resource group defined and saved.
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FIGURE 19.10
A resource
group defined
and saved.
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Setting Up Facilities and Equipment

To set up facilities and equipment, follow these steps:

1. Select Settings.

2. Select Business Management.

3. Select Facilities/Equipment.

4. Click New.
Figure 19.11 shows a brand-new facility, and Figure 19.12 shows more details on the
facility after it has been configured. Notice that facilities and equipment also have a

number of associated items, including available work hours (when the facility or
equipment is available for scheduling) and services, which also need to be configured.

The configured facility in Figure 19.12 is a training center associated with the corpo-
rate headquarters. Resources associated with this facility can include a specific team
of staff members, training materials, equipment (such as a projector), and more.
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Set Up Services

To set up services, follow these steps:

1. Choose Settings.

2. Choose Business Management.
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Configured facil-
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hours defined.
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3. Choose Services.

4. Click New.

Figure 19.13 shows access to services, and Figure 19.14 shows the first tab used in
creating a new service. When you create a new service, you define associated
required resources, default duration, a default status for when the service is applied
to a specific schedule activity, and the scheduled activity creation interval.
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Figure 19.15 shows the second tab used in creating a new service. This form is more
difficult, but you can master it. The system is looking for a few variables to associate
with some business rules. When you're adding this service to a schedule, where are
resources found? From what site are they drawn? If you click the word site, you can
choose the total number of sites to look at and how many resources to select from
that site. Figure 19.15 shows what the entry looks like.
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Choose one resource from the same site. In this example, you can associate this rule
with the corporate training center, and there is only one corporate training center,
which is not located at multiple sites.

In Figure 19.16, you associate a resource group of trainers and determine that, when
scheduling this service, a person must choose three trainers out of a group of five
different people (users).

When you select the specific people (users) and try to save, the system asks if these
particular people (users) should be saved and associated with a resource group.
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FIGURE 19.16
Other
resources.
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Now that you have created one service, you should take some time to set up a few
more services. Examples include the following:

» An onsite visit to fix something—What is being fixed? Who and what
skills do they need to fix it? What tools are needed? Where are the tools
located? If your company has a service truck that includes an inventory of
tools, for instance, then scheduling either the truck or an associated tool
might be of interest.

» A demonstration—This service requires a special demonstration laptop, a
projector, a sales engineer, and a salesperson.

» A cleaning service—This service requires cleaning supplies, a company-
owned vacuum cleaner, and a cleaning person.
Figure 19.17 shows a list of services.

You can deactivate a service, or you can delete services in bulk. Therefore, you have
some flexibility in how you initially set up services. Just be careful that you don't
use a service that you then delete because the system will prevent you from deleting
services that have already been used.

Figure 19.18 shows the specific settings that need to be configured in order for sched-
uling to function properly.
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Workshop

Carla Brown is the CEO of a large cleaning business with a staff of 200 people. Her
company, Corporate Cleaning Inc., specializes in cleaning corporate offices all over
the city. Corporate Cleaning Inc. has a fleet of trucks, including one rug-cleaning
truck, and various equipment that is used to service customers (for example, vacu-
um cleaners, bundled cleaning buckets that include various rags, brushes, and small
brooms, and cleaning supplies for wood and glass). In addition to the equipment
needed to service its clients, Corporate Cleaning has both full-time and temporary
staff. In addition, it has students who work hourly, mostly during the summer
months. Carla Brown uses Microsoft Dynamics CRM to keep track of all 200 staff
members and their associated equipment, assigned vehicles, and when staff are
unavailable to work at a client site.

Q&A

Q. We have a team of five people who often handle work orders in the field.
Can we use scheduling to keep track of who they are visiting and when?

A. Yes. Microsoft Dynamics CRM’s scheduling functionality allows you to track
who is where and when and who needs to be where and when.

Q. Can resource groups have more than just people associated with them?

A. Yes. Resource groups can include people, facilities, and equipment.

Q. We ran into numerous errors when trying to use scheduling. What is
happening?

A. You have likely not completed the configuration for scheduling, and all the
pieces that you need for your schedules are not available.

Quiz
1. What is unique about a service activity?
2. Do you have to set up work hours if you are not using scheduling?
3. What items are scheduled on the service calendar?
4. Can you delete a service activity that has been scheduled and completed?
5

. Name three different categories of things that can be scheduled.
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Answers

1. The service activity has additional attributes (fields) that are scheduling ori-
ented. One way to think of a service activity is as a supersized and complex
appointment.

2. No. You do not need to set up work hours if you are not using scheduling.

3. Items that are scheduled on the service calendar include service activities and
appointments.

4. No. You cannot delete a service activity that has been scheduled and completed.

5. People, equipment, and facilities can be scheduled in Microsoft Dynamics CRM.

Exercise

Set up the equipment and 10 of the staff resources that Carla Brown uses in her busi-
ness. Create the carpet-cleaning truck and a few staff resources, including at least
two students whose schedule are different from 9 a.m. to 5 p.m. Set up a student,
Jackie Tee, who works only on Tuesdays and Wednesdays from 5 p.m. to 12 a.m.

Configure the rest of the requirements for scheduling, based on Carla Brown'’s busi-
ness model. After scheduling is configured, schedule Jackie Tee to clean a specific
office every Tuesday evening from 6 p.m. to 9 p.m. and a different client’s office
from 9 p.m. to 12 a.m.
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HOUR 20

Utilizing the Power of
Microsoft Excel with CRM
Data

What You’ll Learn in This Hour:

Key concepts and caveats

Exporting the right data: Using Advanced Find
Exporting a static worksheet

Exporting a dynamic worksheet

Exporting data for PivotTable analysis

Adding outside data

Reusing and sharing your spreadsheets

Using a dashboard

Using Excel to edit and clean up records

vV VvV vV v v v VvYy

Now that you understand how to enter data in Microsoft Dynamics CRM, it’s time to
learn how to get that data out. This hour covers using the power of Microsoft Excel
to work with data from Microsoft Dynamics CRM.

Key Concepts and Caveats

There are many reasons for analyzing data. Microsoft Dynamics CRM makes it easy
to specify criteria for which records to include and then export the list to a Microsoft
Excel worksheet or PivotTable. After the data is in Excel, all the power of Excel is
there to analyze your data. When you're ready to export a list of data to Excel,
Microsoft Dynamics CRM offers some basic choices: static or dynamic and table or
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PivotTable. A static spreadsheet has no connection to Microsoft Dynamics CRM after
it is created. The data is extracted and saved, and a user can'’t tell that it was creat-
ed from Microsoft Dynamics CRM. A dynamic spreadsheet, on the other hand,
retains its connection to Microsoft Dynamics CRM. It refreshes the included data
from Microsoft Dynamics CRM when it is opened, and it maintains the data security
that exists in Microsoft Dynamics CRM.

An export to a Microsoft Excel spreadsheet can be either static or dynamic:

» Static—A static spreadsheet is a snapshot of the data at the moment you
created it, and it does not change when data in Microsoft Dynamics CRM
changes. Static spreadsheets are great for one-time tasks and for capturing
data at the end of a reporting period. They are also useful when you need
to present the data to someone who is not a Microsoft Dynamics CRM user.

» Dynamic—A dynamic spreadsheet is connected directly to Microsoft
Dynamics CRM data. When data in Microsoft Dynamics CRM changes, the
data in the dynamic spreadsheet also changes. Dynamic spreadsheets are
useful when you want to do the work to design the spreadsheet once and
then analyze or share the data as the data changes.

Because of the security built into Microsoft Dynamics CRM, the data in an exported
spreadsheet includes only records that the person who exports the data has permis-
sion to see. This is a key difference between the two types of spreadsheets:

» In a static spreadsheet, anyone who opens the spreadsheet can see the
data, whether or not the person has access to Microsoft Dynamics CRM.
You therefore need to be careful if you create a static spreadsheet with con-
fidential data: Anyone who can open the file can view the data. A static
spreadsheet does not require a connection to the CRM server.

» In a dynamic spreadsheet, only Microsoft Dynamics CRM users with the
right security can view the data. When a dynamic spreadsheet is opened,
users are prompted to refresh the data. Only data they have permission to
see is included. This means that one dynamic spreadsheet can be used by
many people, so someone with more Excel experience can design a com-
plex PivotTable or worksheet, and each user can use it to analyze his or her
own data. It also means that the data is refreshed whenever the user wants,
allowing a user to use the spreadsheet as a report independently of the
CRM interface. A dynamic spreadsheet requires a connection to the CRM
server to run properly.
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Key Concepts and Caveats

Excel has two ways of presenting data: tables and PivotTables. Either can be turned
into a chart:

» A table provides a flat view of your data, using rows and columns.
» PivotTables are interactive: They are designed for the viewer to experiment

with alternative ways of looking at the data.

Every time you export to Excel, Microsoft Dynamics CRM asks you to make a choice
between exporting to a worksheet (table) or a PivotTable. Figure 20.1 shows the dif-
ference between these two formats.

This hour doesn’t make you an expert on Microsoft Excel, but it does help you figure
out how to get information into Microsoft Excel.

Home | Insert | Page | Formi | Data | Revie' | View | Add-l | Powe | @ @ o &2 520

Al5 % f | cardinal Health v l

Jal A | B \ ¢ [ D [ E [+

il Account Name Address 1: StatiIndustry h

13 Advanced Solutions & Con:CA Manufacturing -

14 Aeropres Corporation LA Manufacturing E\

15 |Cardinal Health IL Public Administration i

16 J Walter Inc CcT Retail Trade

17 LP Archery Products LLC MI 49519-1766 Retail Trade

18 Experlogix, Inc. CA Senices

19 Chalk & Vermilion Fine Art:CT Senvices

20 The Partner Channel ND Services

21 |Courthouse Retrieval Syste TN Senvices i
[« ¥ ] Account Advanced Find View T T[4 I |l

Ready | count:3 |[EH|O M 100% (5)—0- {+) |

= n ;
RGN o | mnsi| Pac For | Dat | Rev Vie| Adc Pov| Op DE|V © o =2 =3

A3 - J | Count of Account Name 3
] A [ B c D =5
1 Industry \Semcas J] |
2 =
| 3 [Count of Account Name J[Address 1: State/Prov-T. |
4 IN_[Grand Total
5 Total 4 7| 3
6
1/
o —- v
W 4b ¥| Sheet2 ~ Account Advanced Find V{I] 4 [in] a0}
Ready | |[Emm 100% (=) ) 3

Required Software

If you use Microsoft Dynamics CRM Online, to export to dynamic spreadsheets or
PivotTables, you must also use the Microsoft Dynamics CRM Outlook client. This
is available as a free download for all Microsoft Dynamics CRM users.
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PivotTable.
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FIGURE 20.2
Location of the
Advanced Find
and Export to
Excel buttons.
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Finding Your Way in Microsoft Dynamics CRM

You need to know where the Advanced Find button is and where the Export to Excel
button is. These buttons are in the same spot no matter what entity (record type) you
are looking at. Figure 20.2 shows the location of these buttons.

.| Accounts: Active Accounts - [Searen, 2
Atcount Hame - Main Phane Address i ity | Primasy Contact el ¢
£ Astore sample) 555015 Renton Agrian Dumarizeu fam = | g
[ Advanced Components (sample) 550005 Datas Adrian DumSrased (lam e E
L Adtordsble Equipment jcample) 550162 santa Cruz CatFrancs ample) 50
L Batk Company [tampie] 550 Lynnwood Cathan Cook [sample) 8 E
L Best o Things (sampie) 550045 Lat Angles Dasren Parker sampte) 1o | B
JLILd Eiue Company [samgle) 55001 Reamand Fortett Chand frampie) 16, E
* [ cuapimencions Azlants Urad Burks L g
L CRM-Resultants Hilvisiam ‘E.
L Designer Goods frample) 550097 Reamand Lva Corets (rample) e [ ¢
L) Uementsl Goods (sampde) 550027 Mistouls Gabriele Cannata amp 56
(5 Marketing L Undeavour Salutionts Louirvine
@ sorvice L) Geld Coast Adviser
[ »
E] sottegs 1.33.60 73 0 sedected) 1
B Rescurce Center Al & A B C D EF G H I ) K L MNOTPGE RS T UV WX Y 2

Exporting the Right Data: Using
Advanced Find

If you're not exporting the right data, no fancy Excel trick will get you useful infor-
mation. To get the right data, you need to learn how to use Microsoft Dynamics
CRM Advanced Find to do two things:

» Filter data to exactly the data you want

» Display all the columns you need

Try It Yourself

Limiting the Data Displayed

When exporting to Excel, you can limit the data you export, or you can export all
data and filter it in Excel after the data is there. The approach you take will vary,
depending on the amount of data you have and the specific analysis task you're

working on.

Here’s how to limit the data in Microsoft Dynamics CRM before you export.
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Using Advanced Find

The easiest way to use Advanced Find is to go to a preexisting view that is close
to what you want and then click Advanced Find. This defaults to that existing view
and offers you the chance to modify it because most of the Advanced Find criteria
you need will already be defined.

From anywhere in Microsoft Dynamics CRM, you can click the Advanced Find but-
ton to open Advanced Find.

To limit the data displayed, you select the primary entity (record type) to search and
then specify search criteria. You can have criteria on the entity (record type) you

are searching, such as only records with a status of Open, or you can have criteria
based on related entities (records), such as entities (records) that have open activities
associated.

You can be specific in your search. For example, if you were getting organized for a
business trip to businesses with zip codes starting with 980, you could use the query
shown in Figure 20.3 to look for active contacts that you own that are in a zip code
beginning with 980 that have activities due in the next four weeks.

Bl L4 hitps:// vy

4 Microsoft Dynamics CRM

—~ li=d —
@ E ' ﬂ |l save As ;Z [£= Group AND )
- L J [ Edit Columns [£= Group OR \é

Query | Saved Results New Save Clear Download Fetch
Views XML

[ Edit Properties

Show View Query Debug

Look for: Contacts ~  UseSaved View: [new] -
+ Owner Equals Current User
- Status Equals Adive
+ Created On Last X Months 6
+ Address 11 ZIP/Postal Cade  Beains With 980
Select
~ Adivities
+ DueDate Next X Weeks 2

Seled

There are several things to note about specifying criteria. First, each criteria line has
three possible parts:

» Field to search—For example, in the second line, you're looking for
records that have a Status field with Active as the value.
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» Operator—In the third line, the operator is Last X Months, and in the
Value column, you specify the number of months.

» Value—This is displayed in the third column. If the operator includes the
value in it, such as the Equals Current User operator in the first line, no sepa-
rate value part is displayed.

Second, notice the shaded area labeled Activities (Regarding). This shaded bar indi-
cates that any criteria below it are from different entities (record types). In this case,
the criteria are from the Activities entity (record type), and you're looking for activi-
ties due within two weeks that are associated with the contacts.

By searching for criteria from multiple entities (record types), you can find exactly the
data you need.

You need to know a few details about specifying criteria:
> You can group criteria.
» Group AND specifies that all the grouped criteria must be true.

» Group OR specifies that only one of the grouped criteria must be true for a
record to be included.

» You can add multiple values in one criterion. These are processed as an OR;

if a record has any of the multiple values, it will be included in the results.

In Figure 20.4, notice the little arrow next to each criteria row. Select it to see the
options.

FIGURE 20.4 TG e e ==

Selecting or | T — |

deleting a , Advanced Find L gicmo

criteria row. % v 3 | save As ~  [{= Group AND s
L e lj [ Edit Columns ‘_Z [£= Group OR ﬁi

uery| Saved Results New  Save Clear Download Fetch
Views [} Edit Properties = Details XML

Show View Query Debug
Lookfor: Accounts v UseSavedView: My Active Accounts -
- Owner Equals Current User
- Status Equals Active
~ Created On Last X Months 6

« Address 1: ZIP/Postal Code  Begins With

2
&
=]

Select

1

Adtivities | I

« Due Date Next X Weeks 4

Seledt

®100% -
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After you select a row, you can group it with other rows. Figure 20.5 shows the two v
City clauses grouped together.
¢ | FIGURE 20.5
i Microsoft Dynamics CRM T Grouped
| Advanced Find B —-— - criteria.
[ [ Mew [ save s = Group AND ') Download Fetch XML
| ChsavedViews [ Save [ Edit Columns (= Group OR
1 Results [ Edit Properties et
Show View Query Debug
Look for: [Leads ~ Use Saved View: |[new] =~
- City Equals
T orR j
T or - Gty Equals
~ ZIP/Postal Code Begins With 98
Select
If you are selecting criteria from a list, multiple values can be separated with a semi-
colon. Figure 20.6 shows grouped criteria.
¥ ] FIGURE 20.6
i Microsoft Dynamics CRM T Entering multi-
“Fie_| Advanced Find S e

|Eawen]  Tvew Esoens

ple values in

S Group AND = Download Fetch XML

one criterion.
| @ savedViews | Save [ Edit Columns (5= Group OR
Clear
¥ Results [ Edit Properties = Details
| Show View Query Debug
Look for: | Contacts - Use Saved View: | My Active Contacts -]
+ Owner Equals Current User
~ Status Equals Adtive:Inactive .
Select %

Task: Displaying the Exact Columns You Need

How you specify columns depends on which export method you choose:
» For static worksheets, select columns in Advanced Find before exporting.

» For PivotTables, select columns in Advanced Find first or click Select
Columns in the Export dialog box.

» For dynamic worksheets, select columns in Advanced Find or click Add
Columns in the Export dialog box.
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FIGURE 20.7
Selecting addi-
tional columns
to display.
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First, we'll look at how to select columns in Advanced Find.

For example, perhaps you are preparing print mailing labels for a selected set of
lead records collected from a trade show. Here’s what you do:

1. From the Leads area, open the Open Leads view and click Advanced Find.
2. Add your criteria for Lead Source.

3. Click Edit Columns, Add Columns to add the columns necessary for a mail-
ing. Figure 20.7 shows the Add Columns dialog.

Add Columns
Select the columns to add to this view,
Record Type |Lead |
™ | Display Name | Mame | Type |
salutation salutation single Line 0...| %
SecondarySIC CFsSecondarnySic single Line o...
Send Marketing Materials donotsendmm Two Optians

Source Campaign campaignid Laokup
M state/Province address1_statearpravince Single Line o...

ﬁ«['k't'l

I Status statecode Status
Status Reason statuscode Status Reason

Street3 addressl_line3 Single Line o...

T

[~ TertianSIC CFSTertianySic Single Line o...
™ Type Of Work ehtc_typeofworkid Laokup

[T WebSite websiteur! single Line ...
™ Yomi Company Name yomicompanyname single Line o...
™ YomiFirst Name yomifirstname Single Line o...
™ YomiFull Name yomifullname Single Line o...
" Yomi Last Name vomilastname Single Line o...| ™

4. Click OK to select the lead columns.

5. Click Add Columns again, but this time, in the Record Type drop-down list,
select a type of record. (Notice that you can select from the main record
type you already picked or from related record types.) Select the Owner
record type, select the First Name column, and click OK.

Data from Multiple Record Types

You can select columns from multiple record types to include in the output. For
example, if you are exporting leads, you can include the name of the source cam-
paign or the name of the referring account.

The order of the columns in the Advanced Find results is the order in which the data
will be displayed in Excel, so you might decide to reorder the columns using the
green arrows, shown in Figure 20.8. While you're at it, you should delete any
columns you don't need in your spreadsheet. Don’t worry about sorting; that'’s easier
to do in Excel after you export your data.

www.it-ebooks.info


http://www.it-ebooks.info/

Exporting a Static Worksheet

(L1 taitConmns

Edit Columns
Edit extumas fer

[Rime 1| ComparyName

. These calumns

data that wl be view.

Speofic Source Lead Sounce iy Tophe Lead

Exporting a Static Worksheet

Now that you have exactly the data you want to analyze in your Advanced Find
results, it’s time to export the data to an Excel spreadsheet. You might do this, for

example, to organize mailing information for a bulk mailing.

Comman Taks
(5]
T5] Comfigure Sonting

[y Add Cohumet

T change Froperties

b Remove

403

FIGURE 20.8
Reorganizing or
removing
columns.

Try It Yourself
Exporting Data for a Bulk Mailing

After you have the columns you need, such as name and address information for

mailing labels, follow these steps:
1. Click the Export to Excel button.

2. Examine the choice of options.

3. Select Static Worksheet with Records from This Page or select Static Worksheet
with Records from All Pages in the Current View. (The choice here depends on

what records you want in the spreadsheet.)

Figure 20.9 shows all the choices possible when you export to Excel.

o B
P A =

Export Data to Excel
Select the type of worksheet to export.

Use this type of worksheet:

= Staticwaorksheet with recards from this page

(" Static worksheet with records from all pages in the current view

o sckmicoums. ]
[ orooums ]

(" Dynamic PivotTable

 Dynamic worksheet

T~ Make this data available for re-importing by incduding required column headings

o
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FIGURE 20.11
Source of data
displayed in
column heading
in Excel.
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Don’t Panic on Message

When you click Open, don’t panic when you get the dialog box shown in Figure
20.10: It will happen every time you open an Excel file you exported from Dynam-
ics CRM. Dynamics CRM actually exports an XML file that Excel knows how to
open. Save the file and then open it.

Microsoft Excel X

The file you are trying to open, 'Lead%20Advanced%20Find%20View[ 1].xI€', is in a different format than specified
I b by the file extension. Verify that the file is not corrupted and is from a trusted source before opening the file. Do
“*% youwant to open the file now?

om ] [ (o)

You'll see a dialog box prompting you to open or save the file.

When your data is in Excel, the column header will show you when the data is from
a related record type. For example, the First Name (Owner) column comes from the
Owner record type.

Figure 20.11 shows you the output in Excel.

ead%20Advanced%20Find%20View(1] - Mic

Data Review View AddIns FPowerPivet & @ o £ 258

1 Text "I [ A Se=lnsert ~ EI'-%? l}':}

$ - % % Delete -

Page Layout  Formulas

Styles | ., ~ Sort& Find &
0 58 * | [ElFormat~ | (2~ Fiter~ Select~
Clipboard Font lignment | Number 7 Cells Editing
A2 - 7' Jx | Jim Johnson j
A B C D =
1 [ Company Name Specific Source  Lead Source
2 Jim Johnson Acme. Inc Web Fall 2011 Page
3 Jane Jones Contoso Web Main Landing  Ho
4 Yvonne McKay Fabricam Images Web Contact Us Page
5 Willis Johnson Road Runner Systems Magazine Ad Return Card Cir
6 Navin Jones Art School Unknown Phone Call Leiy
W ¥ W] Lead Advanced Find View ~ 73 el i ] 30|
Ready | | (= 100% () v (+)

Now that the data is in Excel, you can do a mail merge to Microsoft Office Word to
print letters or labels. You can even sign each letter with the lead owner’s first name
because you included that in the columns you exported.

Selecting the Right Format

When you save any spreadsheet created by exporting from Microsoft Dynamics
CRM, by default, it is saved in XML Spreadsheet 2003 (*.xml) format. When you
save it, if you're using Excel 2007, save it in the format Excel Workbook (.xIsx), or
if you're using Excel 2003, save it in the format Excel 97-2003 Workbook (.xIs).
This will prevent you from getting a warning message every time you open the
spreadsheet.
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Exporting a Dynamic Worksheet

If you want to create a spreadsheet that you can reuse as data changes in Microsoft

Dynamics CRM, create a dynamic worksheet. A dynamic worksheet updates the con-

tained data from Microsoft Dynamics CRM each time you open it. This is helpful

when you want to put some time into formatting a worksheet and don’t want to

have to redo this work each time new data is added. It’s also an essential feature if

you're creating a dashboard that shows current data whenever it is viewed.

Task: Exporting Data to Chart

To export data to a dynamic spreadsheet, follow these steps:

1.

4.

5.

Start from an Advanced Find view that includes all the records you want to
export. For example, if you want to see a chart showing opportunities
grouped by size, you could start by exporting the My Open Opportunities

view.

Select the Dynamic Worksheet option. Notice that the Edit Columns button
becomes available.

Click Edit Columns.
Select and order the columns you want in your table.

Click Export after your columns are set.

Before you see your data, there are three more sequential steps:

1.

You’ll be prompted to open or save the file. Go ahead and open the file and
click OK when you see the message that the file is in a different format than
specified by the file extension.

With some versions of Excel and some operating systems, you might see a
message “Security Warning: Data connections have been disabled,” and no
data will be visible. If you receive this message, click the Options button
and select Enable This Content.

If you are using Microsoft Dynamics CRM Online, the first line of the
spreadsheet will say, “To view and refresh dynamic data, Microsoft
Dynamics CRM Outlook Client must be installed.” If you have the Microsoft
Dynamics CRM Outlook client installed, click the Data tab and then click
the Refresh from CRM button.

After you have the data exported, you can use Excel to create whatever charts you

need. Each time you open your worksheet, the data will refresh from Microsoft
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FIGURE 20.12
Refresh from
CRM on the
Data ribbon in
Excel.
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Dynamics CRM, or you can use the Refresh from CRM commands on the data ribbon
to refresh the data.

Figure 20.12 shows a dynamic spreadsheet with the Refresh from CRM ribbon.

ead%20Advanced#20Find%20View[1] - Microsoft Excel | | = = 2

Home Insert Pagelayout Formulas | Data | Review View Addins PowerPvot & @ = &P

w [@ P & Cle = [ .

o [Jg S ol Yio, = B2
GetExternsl Refresn | Refresh - Z| Sert | Fitter { Textto  Remove f" Outline
Data~ [ from CRM |+ =2 Editll {7 Advanced | Columns Duplicates =2~ =

CRM N\, Connedtions Sort & Filter Data Tools
2 b Jx | Jim Johnson ¥
A B C D =
Ll Name Company Name Specific Source Lead Source
2 Jim Johnson Acme. Inc Web Fall 2011 Page
3 Jane Jones Contoso Web Main Landing  Ho
4 Yvonne McKay Fabricam Images Web Contact Us Page
5 Willis Johnson Road Runner Systems Magazine Ad Return Card Cir
6 Navin Jones Art School Unknown Phone Call Leiy
W 4'¥ | Lead Advanced Find View . %3 el I ] |
Ready | |[EDE 100 (=) J +)

Exporting Data for PivotTable Analysis

Dynamic PivotTables provide a way to slice and dice your data in different ways to
quickly discover patterns.

Task: Exporting a Dynamic PivotTable

By default, all the columns in a view will be available to use in a PivotTIable. If you
want more columns, you can either add them to your view before you export or click
the Select Columns button.

When you open the exported file, you'll see your standard blank PivotTable, ready to
select the data to pivot. To select the data to pivot, do the following:

1. In the security message, click Options to enable viewing the content.

2. On the Data tab, click Refresh from CRM.

You are now ready to explore your data by using the PivotTable.

Two sheets are created for each PivotTable: Sheetl contains the PivotTable, and the
second sheet contains the raw data used by the PivotTable.

In Figure 20.13, by pivoting on the estimated close date and estimated revenue, you
can see the projected income.
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FIGURE 20.13
PivotTable for
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8/30/2011| §  31,600.00 [owner
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9172011 $  45,500.00 _
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Now you're free to use Excel to analyze and format your data, knowing that the
work you put into getting it just right will be usable each month as you forecast rev-
enue from your opportunities. Figure 20.14 shows the sample PivotTable turned into

a PivotChart.

90 [ R e | FIGURE 20.14
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Adding Outside Data

When you have a spreadsheet or PivotTable saved, you might want to connect the
data in it to data in another spreadsheet or database. You can do so by using the
advanced features of Microsoft Excel, which support establishing a data connection
to another data source from the new Excel worksheet. This chapter’s focus is on
Microsoft Dynamics CRM, so the advanced features of Excel are not outlined.

For example, your department might have a budget model in Excel. You could con-
nect it to your opportunities to assess whether you are on track to meet the budget
numbers.

Reusing and Sharing Your Spreadsheets

To make your Excel file available to other people, you have several options:

» Add the Excel file to Microsoft Dynamics CRM as a report. This report can
be available for you or for other people in your company. (See Hour 21,
“Reporting and Query Basics.”)

» E-mail a static or dynamic spreadsheet to other people or save it in a shared
file system.

» Put the Excel file on an intranet site, such as a SharePoint dashboard.

Accessing Data

Remember, if you e-mail or save a dynamic spreadsheet, only other Microsoft
Dynamics CRM users can see the data in it. And they might see different data
when they open it, because they will see results based on the records that they
have permission to see.

Making It Your Own/Customizing

The following tasks typically require system administrator or system customizer
security roles:
» The columns that are displayed in Advanced Find by default can be cus-
tomized. This changes the columns for all users in your organization.
» New system views can be defined and made available to all users.
» A Microsoft Dynamics CRM dashboard can be created using dynamic Excel

spreadsheets and added to Microsoft Dynamics CRM as a report or as a
web page.
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Using a Dashboard

There are many ways to make a dashboard. Which one you choose depends on the
needs of your company, such as how frequently you change what information you
want to monitor, and whether the dashboard is used by all users or just a few. If you
do not have the Excel and other tool knowledge in your company to create a dash-
board, ask for help from a Microsoft Certified Dynamics CRM partner.

Using Excel to Edit and Clean Up
Records

CRM 2011 adds a new feature when working with Excel. You may export to Excel,
modify, and then reimport into CRM. This is commonly referred to as data enhance-
ment. By using Excel’s native formulas, you can improve or correct CRM data in Excel
and then import the corrected data on top of the incorrect data, enhancing the quali-
ty of the information displayed in CRM. To access this function, follow these steps:

1. Navigate to the Advance Find or other view of data you would like to
enhance.

2. Click Export to Excel.

3. Choose Static Worksheet.

Eal

Check the box Make Data Available for Re-importing by Including Required
Column Headings.

Save the export to a local file.
Open the file.

Make modifications to the Excel spreadsheet data.

® N o @

Save the spreadsheet, keeping the .xml 2003 format when you are prompt-
ed about whether to maintain the format.

If your export includes option sets (pick lists), you are given drop-down options. If
the data is numeric, Excel formats your cells as numbers. Lookups are handled as
simple text. As CRM puts data in hidden columns, it is important that you not
change the layout or modify the columns in any way. Once you have cleaned up the
spreadsheet data, you are ready for importing. Follow these steps to import to update
existing records, using Figures 20.15 and 20.16 as a reference:
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FIGURE 20.15
Making data
available for
reimporting.
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1. Choose Import Data from the ribbon.

2. Browse to the file. CRM will understand that this file is an update to exist-
ing records so no mapping will be required.

3. Submit. Within a few minutes, the data is updated.

Bxﬂgﬁl_ Template for Import

In Microsoft Dynamics CRM 2011, a new feature has been added that allows you
to download an Excel spreadsheet that contains a column for each of the fields
associated with each record type. There is a data import template for each record
type that can be imported. Excel data types enforce the type of data values you
can add. This template also shows what columns are required fields in CRM.

To access this template, navigate to the record type you want. Then click Import
and choose Import Template.
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Workshop

John Brown, the sales manager from Hour 10, “Entering Data as a Salesperson,” is
getting ready for his quarterly meeting with the CEO. John wants to analyze pat-
terns in how opportunities are won or lost in his territory so he can clearly commu-
nicate to his boss and so he can improve the results of his team. He creates a custom
view in Advanced Find and exports it to an Excel PivotTable. After experimenting
with various pivots, he finds one that clearly shows the data and turns it into a
PivotChart. He fusses with the details to make it look exactly how he wants it for his
PowerPoint presentation. The chart shows the three top factors in successfully win-
ning opportunities, with the main factor being a response to the lead within 24
hours.

John saves his dynamic PivotTable in Microsoft Dynamics CRM as a report so that
he can use it on a regular basis, and he embeds it in a PowerPoint presentation.

John's boss gives great feedback about his presentation and asks him to make it
available to all the sales managers in the company. John shares the spreadsheet
with the other managers and the CEO and decides to share it with all the salespeo-
ple. Because of the way data security is set up in the company, when each sales
manager views the report, he sees just his own territory’s data. When the CEO views
the report, she sees the data for the entire company. When each sales representative
views the data, all he sees is his own data.
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Because the point of analyzing data is to learn what to do differently to improve
results, the sales managers get together to determine best practices based on what
they have learned. They decide to implement a new sales process using workflow to
make sure the recommended procedures are followed. A simple workflow is imple-
mented that sends an e-mail to the manager if a lead hasn’t been followed up with-
in 24 hours.

Q&A

Q. When I share my dynamic spreadsheet with my manager, why does she see
different numbers than | do?

A. Each person who opens the spreadsheet sees data that matches records that she
has permission to view in CRM. If your manager can see more records than
you, more records will be included.

Q. If I'm using Microsoft Dynamics CRM Online, why do | need the Microsoft
Dynamics CRM Outlook client to export dynamic spreadsheets?

A. Microsoft Dynamics CRM Online doesn’t offer you the option of dynamic work-
sheet or dynamic PivotTable unless the Microsoft Dynamics CRM Outlook
client is installed.

Q. How many record types can | export at once?

A. In any Advanced Find view, there is one primary record type. You can include
columns from related record types. So, you can have data from many record
types displayed, but only if they relate to the primary record.

Quiz
1. What type of spreadsheet should you use for confidential information: static or

dynamic?

2. For which types of export do you need to select columns in Advanced Find
before clicking the Export to Excel button?

3. Why should I save the Advanced Find view I used when exporting the data?
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Answers

1. A dynamic spreadsheet contains data that you have permission to view in CRM.
After data is in the static spreadsheet, anyone who views it can see the data.

2. This isn't relevant for PivotTables because you have to specify where you want
the data when you open the file. If you're exporting a static or dynamic work-
sheet, organizing your columns in advance is important only if you plan to reuse
the Advanced Find search because you can always reorganize the data in Excel.

3. Saving the view lets you know what the criteria were for the records in the
spreadsheet. It also makes it easier to do the same or a similar export again.

Exercise

In your Microsoft Dynamics CRM or a demo version, export contact records to Excel
to do the following:

» Create an Advanced Find search that includes just the columns you need to
create mailing labels.

» Create a PivotTable that you can use to analyze the city and state where
your customers come from. Determine whether the percentage for each
state is the same in each month.

www.it-ebooks.info

413


http://www.it-ebooks.info/

This page intentionally left blank

www.it-ebooks.info


http://www.it-ebooks.info/

HOUR 21

Reporting and Query Basics

What You’ll Learn in This Hour:

» Getting started with reports

» Using reports

» Creating your own reports with the Report Wizard
Sharing a report with other users

Adding a file or web page as a report

Creating report snapshots (On-Premises only)
Tips for keeping reports organized

vV v.v v Y

Creating custom reports without the Report Wizard

An important part of any deployment of Microsoft Dynamics CRM is working out
not only what data needs to be entered into the system but also ensuring that your
system captures the right data so that you can create the required reports.

Getting Started with Reports

When we use the word reports, we mean formatted representations of data, with
information either grouped or charted. A report is typically used for getting a quick
overview of patterns in your data so that you can make a business decision or for
communicating performance to other people, such as capturing end-of-quarter
results.

Microsoft Dynamics CRM comes with 25 predefined reports. Depending on how
much Microsoft Dynamics CRM has been customized for your organization, these
reports may or may not be useful for you.

Microsoft Dynamics CRM also comes with the Report Wizard, which makes it easy to
create your own reports that include charts or tables for presenting your data.
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Reporting

Reporting is one area where there are significant differences between Microsoft
Dynamics CRM Online and On-Premises. Several features are available only to On-
Premises users, such as the following:

» Modifying the default reports

» Scheduling snapshots of reports to run at specific times
» Creating your own reports, using Microsoft SQL Server
>

Using reporting services or other ODBC reporting tools and adding the
reports directly to Microsoft Dynamics CRM as a report

The default reports are divided into four categories:

» Sixteen sales reports show information about accounts, competitors; quotes,
orders, and invoices; neglected accounts and leads; sales history and
pipeline; activities and product data by account or by contact.

» Three marketing reports show information about campaigns and lead
source effectiveness.

» Four service reports show summaries of cases, information on neglected
cases, service activity volume, and top Knowledge Base articles.

» One administrative report shows data on Microsoft Dynamics CRM users,
such as names, titles, phone numbers, and Microsoft Dynamics CRM securi-
ty roles.

Defaults

The default reports use the default names of record types and fields in Microsoft
Dynamics CRM. Any customizations, such as renaming cases to tickets (or
adding, renaming, or removing fields), will not show up in the default reports.

An important task when you’re planning to use Microsoft Dynamics CRM is to
evaluate the default reports and determine what additional reports are necessary.

By defining what reports you need, you’'ll also think through what data you need
to capture. For example, if you want to track opportunities by sales stage, you
have to make sure your sales process tracks sales stage.

Using Reports

To get started with reports, you need to know where to find them, the basic anatomy

of a report, and which security roles can do which report-related tasks.
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Finding Your Way to Microsoft Dynamics CRM
Reports

There are three ways to get to reports:
» From the Main menu:
1. Select Workplace.
2. Click Reports.

3. Set your View to All Reports. Most of the default reports are available
from this location.

» From a view:
1. Select the Entity View of data you are interested in.

2. Click the Reports button on the menu bar of the view for reports that are
in context of the records being viewed.

Some reports, such as Sales History, make sense only when run on all the
records. Others can be run on one or a group of records.

» From a form or specific record:
1. Select the entity of data you are interested in.
2. Specifically select one record and display the form.

3. Click the Reports button on the menu bar of the record for reports that
make sense for the current record.

Figure 21.1 shows the options you get when you click the Reports button in the
Active Accounts view. Only reports that make sense for accounts are displayed.
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You are offered a choice of how to run the report, as shown in Figure 21.2.

When you select The Selected Records, the report will run on just the two records you
highlighted. Click Run Report to see the results.
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two accounts
selected.


http://www.it-ebooks.info/

418 HOUR 21: Reporting and Query Basics
Figure 21.3 shows the Run Report menu from within a record. When you select a
report this way, the report is run just on the open record.
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The Anatomy of a Report

Each report has a default filter that contains predefined criteria for which records to
include. Typical default filters include limiting the results to records owned by you or
to records modified in the past 30 days.

When you run a report, the Report Filtering Criteria screen is displayed before you

see any data so that you can modify the filter. This lets you change the filter every
time you run a report. The less data that is in a report, the faster it will run, so you
should use the filtering criteria to limit the data to just what you need to see.
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The report filter uses the same user interface as Advanced Find. For each criteria row,
you enter a field name, an operator, and a value. Figure 21.4 shows a typical default
filter, specifying records that have been modified in the past 30 days.

2 http://crm2011/Zacti pID=Account%. iew.rdl&tid="% 4473-€0 - Windows Inte... El@
1@ Help ~

Report Filtering Criteria

Accounts
) Qear | [~] Group AND Jo[ Group OR
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Select
Run Report Close
H®100% ~

After you run a report, it’s helpful to know the filtering criteria used to generate the
report. This is handy before printing the report because it ensures that when you
look at the printout later, you can still tell what'’s included. Figure 21.5 shows the
summary for the previous filter.

3 Mgt hact = ook Laad e, . i %TE1 806kt - Explarer = -E ]
CFic ] @ pin -
[ Edit Fill
i1 ol b ; 100% - et Wb 3G
Lead Source Effectiveness
& Filter Summary
Opperturibes:
Created Onc Last X Years 1
Lead Sowrce N % Total Leads. Yo (pualificd N Becane Rewense from %o Owerall Awrrage
Leads [a— Woan Oppurtanity [ — Revemur Pr
Lead ~
H100% -

If the default filter doesn’t match how everyone in your organization typically uses a
report, your system administrator or system customizer can change the default filter.

Navigating in a Default Report

Most of the navigation to explore a report is at the top of the page, including but-
tons to page through the report and a search box to search for data in the report.

Many reports have grouping or display options at the top. When you run a report,
the default grouping or display option will be used. You can select another option
and click View Report to refresh it. Figure 21.6 shows these options for the Account
Summary report.
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The Report
Filtering Criteria
screen.

FIGURE 21.5
An expanded fil-
ter summary.
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uﬁéﬁ,— No Save Button

There is no Save button on a report for saving the data in the report. In Figure
21.6, notice the box for selecting a format. You can export a report to other for-
mats, such as PDF and web archive, and save these files. These formats are use-
ful for capturing specific results at a specific time period.

Exporting from a report to Excel exports a formatted report. This is typically not use-
ful for analyzing data with Excel.

Viewing Data in a Default Report

If a default report includes a chart, you can click a section of the chart to see the
data behind the chart section. Figure 21.7 shows a chart produced by the Activities

report.
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To see all the data used in the chart, you click Show All at the bottom of the chart.
There is no easy way to get back to the chart; to do so, you need to rerun the report.

In the table of data, you can click any record to go right to the full record in
Microsoft Dynamics CRM.

Who Can Do What with Reports?

Several permissions control who can do report-related tasks. These are defined in the
Microsoft Dynamics CRM security roles:

» All default security roles give all users permission to run reports. When a
person views a report, she can see only data on records that she has permis-
sion to view.

» All default security roles give all users permission to use the Report Wizard
to create new reports for their own use.

Report Layout

Report users cannot change the layout of reports. The orientation, page size,
font, and contents of reports are predefined.

Organizations that use the On-Premises version of Microsoft Dynamics CRM can
have a system customizer modify these aspects of default reports, but the layout
cannot be modified for reports created using the Report Wizard.

» Most default security roles do not have permission to make reporting
changes for all users at a company, such as adding a report for all users,
renaming reports, or changing the default filter for default reports.

There are two types of reports:

» Organization-owned reports are visible to all the Microsoft Dynamics CRM
users in your organization. All the default reports are, by default, organiza-
tion owned.

» Individual-owned reports are visible just to the owners of the reports. As with
other records in Microsoft Dynamics CRM, the owner can share individual-
owned reports with specific users or teams.

Properties of a Report

Each report is stored as a record in Microsoft Dynamics CRM and has properties that
define how it can be used. If you plan to add reports using the Report Wizard, you
use these properties to hook up your report to the user interface so that you can run
it from where you want.
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First, let’s look at the General tab (see Figure 21.8) for the Account Overview report.
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The General e bl A saveand Close b 27 RunReport iy Adtions = & Help =
tab.
[#] Report: Account Overview Warking on sulutiurs: Default Solulion

General Administration

Source

Repart Type

File Lo<ation
Erowen

Details

Mame Astaurd Overview

Description View & one-page oveniew of an account.

Parent Report

Farent Repont J«

Categorization

Cateqaries Marketing Reports:Sales RepartsSerdes Reparts

Related Record Tymes  Accounts [

Dispaay In Farms for related reenrd types;Lists for eelated recoed typesAeports area

Status: Existing
1% -

The Source area defines the source for the report. There are three options: Existing
File, Link to a Web Page, and Report Wizard Report.

The Details area provides a name and description.

The third area, Parent Report, is used by only some default reports and by report cus-
tomizers using On-Premises installations of Microsoft Dynamics CRM. Some complex
reports have subreports, and this field keeps a subreport and parent report connected.

The most interesting area is the Categorization area. This is where you determine
where in the user interface a report will be visible:

» You can select which forms and lists should include the new report on the
Reports menu. If you put a value in Related Record Types, the report will be
available on the Reports menu in that area of Microsoft Dynamics CRM.

» The Display In selection controls whether the reports are available in forms,
records, or the main reports list. In Figure 21.8, the report will show up in
the Reports area, on the Report menu in the Accounts area, and in the
Report menu on an account form.

The Administration tab defines ownership settings for the report (see Figure 21.9). If

you create a great report that everyone might benefit from, you can ask your system
administrator or system customizer to make it organization owned.
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Creating Your Own Reports with the
Report Wizard

It's late, and you are just about to head out the office and go home when your man-
ager opens your door and asks you to create a quick report. Thanks to the Report
Wizard, you can create a quick report and still make it home in time for dinner.

The Report Wizard lets you create charts and tables that summarize your data. In
this example, you'll use the wizard to create a chart of opportunities by state.

To start the wizard:
1. Move to the Reports area.
2. Click New.

3. Choose to run the Report Wizard.

On the first page of the wizard (see Figure 21.10), select Start a New Report.

You can also use the wizard to modify a report that was created with the Report
Wizard.

Default Report Exception ut!
You cannot use the Report Wizard to modify a default report.
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FIGURE 21.10
The Get Started
page of the
Report Wizard.

FIGURE 21.11
Specifying the
record types to
include in a
report generat-
ed by the
Report Wizard.
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2| Report Wizard -- Webpage Dialog
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On the next page of the wizard, after specifying a name and description, you select
which records to include in the report (see Figure 21.11). For this example, you can

use the Opportunities record type.

2| Report Wizard -- Webpage Dialog
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The next page of the wizard (see Figure 21.12) prompts you to define the default fil-
ter for the report. In this case, added a filter for opportunities that close in the next

six months.

The next page, Layout Fields, is the most important page of the Report Wizard. This
is where you select what data to put in your report and how to organize the data.
The first step is deciding the big buckets for the report: how to group the informa-

tion. Figure 21.13 shows grouping the report by state.

www.it-ebooks.info


http://www.it-ebooks.info/

Creating Your Own Reports with the Report Wizard

2| Report Wizard -- Webpage Dialog ==

Select Records to Include in the Report (i@ Help

Select a view, or define criteria. This will become the default filter for the report.

Report Filtering Criteria
Opportunities
Use Saved View: [new] -
) clear | [=] Group AND Je[ Group OR

w Est. Close Date Next X Manths 6

Select

[ Bk |[ mex || cancel

http://crm2011/Contoso/Web\ " Trusted sites | Protected Mode: Off

2| Report Wizard -- Webpage Dialog =
Lay Out Fields (@ Help
Select the columns, groupings, and totals to display in the report.

State/Province ‘Common Tasks

(Potential
Customer) @
e o ©
L o

“¢| Configure Sorting

£, Add Column or
Grouping ..

Change
E)

Properties ...
£}, Remove Column or
Grouping

[ Back |[ mex ][ cancel

http://crm2011/Contoso/Web\ " Trusted sites | Protected Mode: Off

As part of selecting the field to group the records by, you can also select the proper-
ties for the grouping. A shown in Figure 21.14, you can specify an ascending sort
order and that you want to see a count of records in each group.

Then you need to select the fields to display in the report.

Numeric Field Needed

If you want to create a graph or chart, you need a field that is numeric, and you
need to select a summary option for it. Otherwise, the Report Wizard creates only
a tabularformat report.
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FIGURE 21.12
Selecting
records to
include in a
report generat-
ed by the
Report Wizard.

FIGURE 21.13
Selecting group-
ing and specify-
ing columns.
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FIGURE 21.14 = £ Grouping Propertes — Webpage Do =
Defining the P .
group proper- it Grouping Properties . o
tieS You can change the sort order, column width, and whether a count is displayed.
Record type: ™ Potential Customer [Account]
Column: * State/Province
Time interval:
Data type: Single Line of Text
Name: addressl_stateorprovince
Sort order: Ascending -
Column width: * 100 pixels -
summary type: Count -
None
[ ok || camcs |
http://crm2011/Ci +/ Trusted sites | Protected Mode: Off
As shown in Figure 21.15, you can select the potential customer name and the esti-
mated revenue fields. If you want a chart, you should group the data in the
Estimated Revenue column.
FIGURE 21.15 a Edit Column Properties -- Webpage Dialog @
Defining the . :
properties for a itolumn ! Taperties o
You can change the width of the column and the type of summary information displayed.
column.
Record type: * Opportunities
Column: * Est. Revenue
Data type: Currency
Name: estimatedvalue
Column width: * 100 pixels -
Summary type:

ok || cancel

hitp://erm2011/C: +/ Trusted sites | Protected Mode: Off

Figure 21.16 shows the completed Lay Out Fields page with one level of grouping
and two columns in the report.

After you set the grouping and fields for the report, the remaining wizard choices
are straightforward: defining whether you want a chart in the report, and if so,
defining the text for the axes for the report.
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Lay Out Fields

State/Province
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ontainer.

| Protected Mode: Off

When you complete the wizard, you can run the report to see the results. If you
selected to create a chart, the chart is on the first page, and the table is on the sec-

ond page.

Figure 21.17 shows the Opportunities by State report just created.

o401 ota bk M e 00w - Find | Net  bdv B
Opportunities By State
@ Filter Summary
£3,500,000.00
53,000,000
52,500.000.00
5 E|
E 52.000.000.00-
=
5
w
s -
: $1,500.000.00
w
$1,000.000.00
500,000 00
£0.00 - 4
cA FL L [] MA NG oM ™ ™ ur WA
State/Provines (Potantisl Custamed)
0w v |
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FIGURE 21.16
The completed
specification
for the report
layout.

FIGURE 21.17
Page 1 of the
Opportunities
by State report
created with
the Report
Wizard.
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FIGURE 21.18
Page 2 of the
Opportunities
by State report
created with
the Report
Wizard.
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Note that charts created with the Report Wizard do not let you drill down to see the
table behind the chart. Instead, you must go to the next page of the report to see the
details (see Figure 21.18).

@ 1t i ¥ rdlBlid=%ThCIARFRL| — | @ |
o] i
Ede Fiter
H o4 2 of4 b Bl =) 100%, - Find [ Mest bl = 2
&
Sample Sakes Store $125,000.00
The Cracker Box $175,000.00
Trarsport Saes. $412,500.00
Bawx Sses Company §187,500.00
Summary i $900,000.00 =
Year seund Sperts $470,000.00
Vast Sales Sales and Rental $450,000.00
Bokd Sales Accessores $250,000.00
Vast Sales Sales and Fensal 500,00
Summary ’ $1,257,500.00
Major Spert Suppliers 4375,000.00
Summary i $375,000.00
Mobie Outlet $180,000.00
Mobie Outlet $505,000.00
Stouters ard Sakes Store $900,000.00
Scoubers ared Sabes Store $587,500.00

% v

If you don't get a report exactly right on the first try, you can just restart the Report
Wizard and go back through it, changing whatever is needed.

When the report is doing what you expect it to do, you can define the properties to
make sure the report shows up in the user interface where you need it. If you want,
you can share it with other users or convert it to an organization-owned report so
that everyone can use it.

Sharing a Report with Other Users

To share with other users a report that you created, you select the Sharing option on
the More Actions menu and then specify the teams or users who need to use this
report (see Figure 21.19).

When a report is created, it is set up either as an individually owned report or as an
organization-owned report. If the report is an individually owned report, it can only
be seen and run by that individual or by the people that individual shares it with.
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2] Who would you like to share the selected report with? -- Webpage Dialog == FIGURE 21.19
Wheo would you like to share the selected report with? Shal’lng a

Select the users or teams with whom you want to share the 1 report record you have selected. Then, use the check baxes on the right to specify which report

permissions ta give each user or team. .

Comman Tasks " | Name | Read | write | Delete | Append | Assign | Share |

£ fddUser/Team & contoso [ o o O r o

X Remove Selected ltems | & chris Ashton F r O O r

Toggle All Permissions — = = = = =
¥ otthe Selected ltems £ JimHance v
2] Reset T 8§ kenmManit v (i w0 [ W

©) Get Help with Sharing

https//crm2011/Contoso/_grid/cmds/dlg_share.aspx?i0bjType=31008iTot +/ Trusted sites | Protected Mode: Off

Adding a File or Web Page as a Report

You can add any type of file as a report and make it available to users through the
Microsoft Dynamics CRM user interface. This helps users stay within the Microsoft
Dynamics CRM application.

From the Reports area, you click New. In the Report Type box, you click Existing File
(see Figure 21.20).

‘2 http://crm2011/ - Report: New - Windows Internet Explorer [= = = FIGURE 21.20

I 3 save and Close [ @ Help - Addlﬂg an

R existing file.
[# Report: New Working on solution: Default Solution

General Administration

Source

Report Type [EastingrFie ___________________________________________KJ
File Location
Status: New
#100% -

For Microsoft Dynamics CRM Online, you can add static files and dynamic Excel files
that read data from the Microsoft Dynamics CRM database.

For On-Premises versions, you can add any type of dynamic files that read data
directly from the Microsoft Dynamics CRM database, including custom reports.

To add a link to a web page as a report, you click Link to Web page. Notice in Figure
21.21 that the next box changes, giving you a place to specify the URL of the page.

You need to set the rest of the properties to specify where in the user interface this
new web page or file should be displayed. For example, suppose you create a
dynamic Excel PivotTable to help analyze data related to large accounts. Figure
21.22 shows the Display In options necessary to view this report.

www.it-ebooks.info


http://www.it-ebooks.info/

430

FIGURE 21.21
Linking to a
web page.

FIGURE 21.22
Specifying
where the new
report will be
visible.

ow:?
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‘2 http://crm2011/ - Report: New - Windows Internet Explorer ===
ld [ save and close [ @ Help +

ﬂ Report: New Working on solution: Default Solution

General

Source
Report Type *

Web Page URL

Status: New

#100% ~

{22 ttp://crm2011/7id=52847d1 c-89fa-011-0464-08002780 dcd2BfromSave=True - Report: All Large Accou - Windows Inter... [ = || = |[w)
- [l [Edjsaveand ciose [ (27 RunReport iy Actions - @ Help ~
ﬂ Report: All Large Account Activity [MOE 0n SOMDOIE DECH R SCATRGR

General | Administration

Source

Report Type

File Location
[ Browse

Details

Mame* All Large Account Activity

Description

I

Parent Report

Parent Report @

Categorization

Categories Sales Reparts |:|

Related Record Types  Accounts;Activities |:|

Display In Reports area =
Status: Existing

H100% -

What Reports Do You See?

Each person who opens a report sees data that matches records that she has
permission to view in Microsoft Dynamics CRM. For example, you may be able to
see only data for accounts that are owned by you, but your manager may be able
to see data for accounts owned by everyone in your group.

After you save the new report, the Actions menu will be available (see Figure 21.23).
Depending on your security role, you may see either Sharing or Make Report
Available to Organization—or you might see both—and you can make the web page
or file you added available to those who need it.
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E (Al [Efisaveand Close [} (27 Run Report || Adtions -1 i@ Help -
Delete Report
[#| Report: All Large Account Activity Assign... Moty O SokieE et Sonition
Sharing...
G RunWorlkflow...

General
B [Ef start Dialog

Soace Copy a Link

Report Type E-mail a Link.

File Location Download Report
— | Make Report Available to Organization [ Browse...

Details

Hame* Al Large Account Activity
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Parent Report

Parent Report =]

Categorization

Categories Sales Reports &)

Related Record Types  Accounts;Activities l:'

Display In Reports area l:l
Status: Bxisting

E100% ~

Creating Report Snapshots (On-
Premises Only)

Report snapshots let you save the data in a report at a particular moment in time.
This is useful for measuring end-of-time-period results. Snapshots can be run on
demand or scheduled to run regularly. Figure 21.24 shows the page for scheduling
the frequency for creating a snapshot of the Account Distribution report.

The Report Scheduling Wizard shows up on the ribbon of the Report menu, and you
can edit its properties to determine where it is available.

Scheduled Reports

Scheduled reports are individually owned by default. If you need them to be visi-
ble to other users, be sure to share them or change them to organization owned.

Scheduled reports can be set up to be e-mailed to other people. You must set this up
in Microsoft SQL Server Reporting Services. For more information on reporting, see
the Microsoft Dynamics CRM Team Blog, at http://ow.ly/72H9i.
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FIGURE 21.23
The Actions
menu for a
report.
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FIGURE 21.24
The Report
Scheduling
Wizard.

FIGURE 21.25
Defining cate-
gories for
organizing
reports.
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2 Report Scheduling Wizard -- Webpage Dialog

Select Frequency

Select how often and when to create snapshots.

Account Summary

Specify the frequency, and then specify the required details for the selected frequency. Times are displayed using the time
zone of the Reporting Server.

~ Weeldy Schedule
 once
oy Run report every 1 week(s) on:
Daily [“sunday | Monday | Tuesday | Wednesday
® Weekiy o 5 =
SRR I Thursday [~ Friday | Saturday
" Monthly

Starttime: 1200AM ||

[ <mack |[ net»> |[ cancel
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Tips for Keeping Reports Organized

If your organization does a lot of custom reporting, whether with the Report Wizard
or other tools, the list of records in the Reports area can get large. Default views are
set up for four categories of reports: Sales, Marketing, Service, and Administration.
You can customize these categories for your organization.

Click Settings and then click System Settings. The Report tab provides a place to
define and organize the categories (see Figure 21.25).

2| System Settings -- Webpage Dislog (==
System Settings
Set system-devel settings for Microsoft Dhymamics CRM.
General ALalendar Farmats Audting L mail Marketing Customization Uuttock Eeaarting Gaals
Specify report categories
Sales Reports MWowe Up
Service Repaits
Marketing Reports Move Dewn
Administrative Reports bl
Add
Delels
Sort Ascending
Sarl Dencending
Default Value Unassigned Value -
e oK Cancal
5 1/C g p J Trusted sites | Pratected Mode: OFF

www.it-ebooks.info


http://www.it-ebooks.info/

Creating Custom Reports Without the Report Wizard

After the categories are modified, there are two more steps:
1. For each report, set the values in the Categories field.

2. Customize the views for the Report entity to use the new category names.

Creating Custom Reports Without the
Report Wizard

You can create custom reports, such as dashboards, reports with other layouts, or
reports with more complex drill-downs into the data reports.

Microsoft Dynamics CRM provides filtered views that make it easy for report writers
to use the Microsoft Dynamics security roles. Therefore, even custom reports only
show data that a user has permission to see. However, creating custom reports
requires a more technical skill set than using the Report Wizard. (Many solution
providers specialize in creating custom reports.)

Custom Reports in Microsoft Dynamics CRM On-
Premises

For Microsoft Dynamics CRM On-Premises, if you need custom reports beyond what
the Report Wizard can create, anyone with the System Customizer or System
Administrator security role can modify the default reports or create new reports and
upload them to Microsoft Dynamics CRM.

Because the default reports are written using Microsoft SQL Reporting Services, mod-
ifying them requires the following report-development environment:

» Microsoft Visual Studio or any product that uses the Visual Studio .NET
integrated development environment, such as Microsoft Visual Basic .NET

» The Microsoft SQL Reporting Services Report Designer

Modifying default reports is usually done by someone who specializes in report
design or a programmer, not by a regular user. This is an area where a solution
provider can come in handy.

New reports can also be created in any ODBC-compliant application, including
Microsoft Access, Microsoft Excel, Microsoft SQL Server Reporting Services, and a
wide range of business intelligence tools. These new reports can be added as new
reports.
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Custom Reports in Microsoft Dynamics CRM Online

For Microsoft Dynamics CRM Online, there are several options for custom reports,
each of which requires developer and or report-writing skills:

» If you subscribe to Microsoft Dynamics CRM 2011 Online, you can use
offline data synchronization to synchronize data locally. Then, you can use
any ODBC-compliant tool to write reports against the local data store.

» You can use an integration tool to integrate Microsoft Dynamics CRM data
with a local database and write reports based on the local data.

» You can use the Microsoft Dynamics CRM Software Development Kit (SDK)
to develop a custom .NET application. This is usually done by experienced
developers or solution providers.

» You can use Microsoft Business Intelligence Development Studio (BIDS) and
connect to Microsoft Dynamics CRM 2011 Online as it is available to the
report-writing tool via the CRM web service. This process is detailed on the
Microsoft Developer Network blog at http://ow.ly/72Hhq.

Hours 22, “Integrating Microsoft Dynamics CRM 2011 into Other Applications,” and
24, “Microsoft Dynamics CRM as a Development Framework,” go into more details
about options for extending Microsoft Dynamics CRM.

Workshop

Joyous Fitness is a chain of exercise studios that uses Microsoft Dynamics CRM
Online to track members and class attendees. It has made some customizations to
Microsoft Dynamics CRM, renaming the Accounts entity to Members and editing the
values of all the drop-down lists to match its terminology. It uses the Product entity
to track memberships and has created a new entity to track class attendance.

The studio uses the Marketing module of Microsoft Dynamics CRM as is to track
mailings to customers and radio advertisements.

Q&A

Q. We do not use the Service module in Microsoft Dynamics CRM. Can we
make it so that those reports are not visible?

A. Yes. Anyone with the System Administrator or System Customizer security role
can modify the properties for those reports and change them so that they are

not displayed.
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Q. Can we rename the default reports and change the default filters?

A. Yes. These changes can be made in both Microsoft Dynamics CRM Online and

the On-Premises version.

Q. Will the default reports work for us, or do we have to create our own?

A. Because Joyous Fitness is using the Microsoft Dynamics CRM Marketing mod-

ule without customization, the marketing default reports will work. The sales
reports will also work as is, although renaming the reports to use the word
Member versus Account would make it easier for employees to identify the
proper report.

There are some custom reports that are needed for class attendance. These can
be created using the Report Wizard or by exporting data to Microsoft Excel.

Q. Do we need to hire someone to write these custom reports, or can we do
them ourselves?
A. You can use the Report Wizard or Microsoft Excel to generate the reports, so no
special knowledge or expertise is required.
Quiz
1. When I share a report with my manager, why does she see different numbers
than I do?
2. What's the best way to save a report that captures data for a specific time
period?
3. Are there any best practices I should follow when I create new reports?
4. How many record types can be included in a Report Wizard report?
5. Can I change the layout of a report?
Answers
1. Each person who opens a report sees data that matches records that he or she

has permission to view in Microsoft Dynamics CRM. For example, you may
only be able to see data for accounts that are owned by you, but your manager
may be able to see data for accounts owned by everyone in your group.
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Run the report and export it to a format, such as PDF, that can be easily
archived. In the On-Premises versions, the report can be scheduled to run at
the end of a time period and can be stored as a snapshot in Microsoft Dynam-
ics CRM. Because the number of snapshots that can be saved for a report is
limited, you'll also want to export the snapshots.

Because a report will take longer to run if it includes large numbers of records,
default filters are recommended for every report.

In an On-Premises version, if you have a report that runs on large data sets,
you can use the Report Scheduling Wizard to run it at times when the system is
not heavily loaded.

When you create a report, you select the two main record types to include in
the report. Because data from related record types can be included, you can
pull in information from other record types, too.

Regular users cannot change the layout of a report. The layout of reports is
fixed. If you are using Microsoft Dynamics CRM On-Premises, a person with a
full report development environment and the appropriate security role can
change the layout of the default reports.

If you need complete layout flexibility, you can create your report in Excel.

Exercise

To do the basic setup required for Joyous Fitness, complete these steps:

1.

Rename all account reports to use the terminology used by the
organization.

Create a new report using the Report Wizard that shows campaign respons-
es grouped by campaign and sorted by zip code.

Modify the properties for the service reports so that they do not show up in the
reports list.
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HOUR 22

Integrating Microsoft
Dynamics CRM 2011 into
Other Applications

What You’ll Learn in This Hour:

Bridge software

Points of connect

Integrating Microsoft Dynamics CRM with external web sources
Integrating Microsoft Dynamics CRM into accounting applications
Integration-independent software vendors

Integration risks

vV vV v v v v .Yy

Data migration

This lesson looks at options and places to integrate Microsoft Dynamics CRM with
other applications and how to best work with third-party independent software ven-
dors (ISVs) and their offerings. This lesson also focuses on integrating with some
commonly available tools and using these tools to support data migrations.

Bridge Software

In between any two applications, there might be another application or service that
translates information from one database to the next, from one application to the
next, from one method to the next, from one service to the next, or from one user
interface to the next. As we integrate, extend, and expand Microsoft Dynamics CRM
into environments where other software applications already reside and where integra-
tion is needed, we are faced with differences between designs and database structure.
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How should we approach this situation? There is an option to write custom software
to tie multiple applications together, but this can be time-consuming and error-
prone, and it can require a long-term investment in updates and upgrades. Luckily,
we have another option.

This is where bridge, integration, middleware, or enterprise application integration
(EAI) software comes into play. A bridge software application offers a framework to
support technology and business rules as data is translated between environments.
Software and technologies in this space support the creation of accurate, consistent,
and transparent information flows between different systems.

Given that Microsoft Dynamics CRM is built to connect, it is a great application to
drop into the technology space of integration and bridge software.

Points of Connect

Microsoft Dynamics CRM has many different places where other applications can
connect, but a few common points are as follows:

» Importing or synchronizing leads, accounts, or contact details from a web
page

» Sharing accounting-oriented information, such as quotes, orders, and prod-
ucts, with a back-office accounting application

» Synchronizing account-specific financial information, such as invoice histo-
ry, credit holds, and credit limits, with an accounting application.

» Updating internal Microsoft Dynamics CRM data from industry-standard
information sources, such as Hoover’s, OneSource, Harte Hanks, and others.

» Augmenting contact and account information with social media systems
such as Facebook, LinkedIn, and Twitter.

Each of these connection points has a number of different solution, design, and
architectural approach options.

The following sections cover a couple of these points as they relate to the ISV offer-
ings. For more detailed information about the ISV offerings, set aside an hour to lis-
ten in on one or more of the many vendor webinars available and ask questions; it
is worth the time investment if connecting Microsoft Dynamics CRM to other appli-
cations is a business requirement.
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Integrating Microsoft Dynamics CRM
with External Web Sources

Extra external software is not necessarily needed to integrate Microsoft Dynamics
CRM with an externally facing environment. However, the extra software can offer
quick configuration for resolving business rules and regulations. It can also offer a
quick ramp-up and a space for a layer of validation.

Take, for instance, a need to filter out leads that have a name of Donald Duck or
the need to validate and protect against data changes that impact existing informa-
tion negatively. You might also have an interest in interacting with users who are
not authenticated users of your CRM system prior to offering them access to change
anything in your Microsoft Dynamics CRM environment.

Data can be cleansed through website application software or through a piece of
middleware software that sits between Microsoft Dynamics CRM and the externally
facing website. Search and business rules that look for special characters or for com-
monly used bogus accounts can be added to this middleware layer, and business
validation and external interaction can also be a feature.

Now, shift gears and think about the more trusted audience, perhaps with a cus-
tomer portal: a website that empowers customers to reduce the need to pick up the
phone or to send e-mail when they have a problem or question, a customer portal
site that offers a subset of information for validation and updating, or a site that
offers the ability to submit and review the status of support cases. Also consider soft-
ware that takes Microsoft Dynamics CRM data and displays it and that captures
data and then turns around and updates Microsoft Dynamics CRM.

There are more reasons to share data with an externally facing website or an inter-
nal intranet that might be disconnected from the project, but the key point is that in
the past, this was always limited to extensive and expensive custom solutions. This
is not the case with Microsoft Dynamics CRM and the supported offerings from the
vendor community.

Microsoft offers two free options for getting a website integrated with Microsoft
Dynamics CRM to bring leads into CRM. First is the Customer Care Accelerato.

This is a free application solution available on the Microsoft CodePlex website
(http://pinpoint.microsoft.com/en-us/applications/customer-care-accelerator-for-
microsoft-dynamics-crm-2011-12884914795). This application is a customer/partner
portal starter kit. In addition, with Microsoft Dynamics CRM Online 2011, you will
receive a free CRM web landing page to CRM sales leads.
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There is also a specific application that integrates a website into any object in CRM.
It is called Web2CRM from CRM Innovation (see http://crminnovation.com/
web2crm.asp). This application supports Microsoft Dynamics CRM Online and On-
Premises. It lets you build a web form based on the objects in your CRM system
quickly and easily. It reads the metadata from Microsoft Dynamics CRM and then
builds a form. CRM Innovation hosts the code and lets you carry the HTML to your
website. From there, a visitor fills out the form on your website, and his or her appli-
cations push the data into your CRM system.

Integrating Microsoft Dynamics CRM
into Accounting Applications

Integration of Microsoft Dynamics CRM into accounting applications has technical
and business culture contexts.

Business Context

Quite often there is a cultural difference between the needs of the accounting or
finance department and the needs of all the other departments in a company. A
common request and resistance is to open up access to an accounting application to
the entire firm. Opening the accounting data access and the ability to modify this
data to the entire firm can seriously compromise auditing and financial controls
built into business processes within a company. What is really needed is visibility to
a subset of key accounting data for those people who require certain parts of it. This
includes the sales team working with prospects and existing clients who need finan-
cial history to qualify leads and the service team working with existing customers
who can use cutting off service to increase collections for those looking for support.

A salesperson can be empowered to do quotes and take orders, but there are many
companies that then cross-reference and check those incoming orders when invoic-
ing occurs.

This is the same for service. Service contracts can be sold, and hours and tickets
against those contracts can be used, but generally, the invoicing remains in the
finance role.

Technical Context

When setting technical context, it is all about what data needs to be accessed by
what department and what people. It is also about what the business processes are
around the data and the timing and flow of data between perhaps two or three dif-
ferent applications.
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Integration-Independent Software Vendors

It is not uncommon to have numerous salespeople entering orders and even doing
invoicing, but the items often show up in a queue or batch for accounting to manage.

There is always choice, allowing for defining a business process that matches the
technology functionality that is offered. In this case, we can setup integration to be
either a batch or real time process.

Many companies might decide that real-time data from all the teams is not an issue
and the ultimate control will be managed through balancing finances.

A middleware application can handle either real time or batch processing and is an
application that translates data coming from Microsoft Dynamics CRM into a for-
mat that the accounting software is expecting

Now that we have a general idea of where middleware, integration, or bridge software
might fit, the following sections looks at specific options and solutions in this space.

Integration-Independent Software
Vendors

There are a number of ISVs in the integration, middleware, data tools, and bridge
software space, and there are a number of Microsoft Partners specializing in
Microsoft Dynamics CRM who have done numerous custom integration projects. I
list a few of the ISVs whose names come up more than once in the Microsoft
Dynamics CRM community. Please note that while these ISVs are in business at the
time of writing, this may change over time.

The first sets of ISVs offer more options when it comes to integrating many different
applications. ISVs that cover a wide variety of different database applications
include the following:

» Scribe (www.scribesoft.com) offers the Scribe Insight product suite. With
more than 12,000 customers, this application has become the most widely
supported integration platform for Dynamics CRM. It offers integration
templates for CRM to GP, AX, NAV, and SL. (See www.scribesoft.com/
DynamicsIntegration.asp.)

» Pervasive Software (www.pervasivesoftware.com) offers the Pervasive Data
integrator (www.pervasiveintegration.com/data_connectors/Pages/
microsoft_dynamics_integration.aspx).
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» Microsoft BizTalk (www.microsoft.com/biztalk/en/us/default.aspx) offers the
Microsoft BizTalk CRM adapter. This is a highly complex but very robust
integration that is very popular in the enterprise space. If considering this
solution, one needs to ensure that there is a sufficient plan to manage the
ongoing maintenance of the integration as the tool is focused on develop-
ers and code-based solutions. (See www.microsoft.com/downloads/
details.aspx?familyid=ABD3BB9E-A59A-4EB6-8DES-FB25B77926D7
&displaylang=en.)

» Inaplex (www.inaplex.com/Products/Inaport-for-Microsoft-CRM.aspx) is a
veteran player in the integration space. It provides connectors for various
platforms and allows one to build both migration and integration solutions.

» Keelio Software (www.keelio.com/Home/tabid/36/Default.aspx) offers the
Dynamics GP SSIS Toolkit and XML SSIS Toolkit (www.keelio.com/Products/
tabid/87/Default.aspx).

The following ISVs are vendors with a strong focus on Dynamics GP and who gener-
ally have a Dynamics GP background. They focus on application integration with
Dynamics GP and have Dynamics CRM-to-Dynamics GP offerings:

» eOne (www.eonesolutions.com.au) offers the SmartConnect products
(www.eonesolutions.com.au/Content.aspx?page=SmartConnect).

» Nolan (www.nolancomputers.co.uk/dynamics/Home.aspx) offers the inte-
gration bridge.

There are so many different ways to provide the functionality that you almost need
a specialist in the integration space to help translate. If you choose to work with any
of these listed vendors and their partners, you will want to get direct information
from the involved parties. Here are a few areas and questions that you might want
to focus on and areas for deeper consideration:

» How have the individual ISVs architected their solutions? Are they talking
directly to the various databases? Are they using web services? Do they
have a database in the middle that needs to be monitored?

» When was the last update released? What did it include? Is the ISV using
modern tools or antiquated solutions? Microsoft Dynamics CRM has had
numerous releases and design updates over the past six years; has the ISV
kept pace?

» How are translations handled, such as when data in one database does not
map directly to data in the other database? What about when field lengths
are different? Is data truncated?
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Integration Risks

» What are the performance benchmarks for customers using the solution in
an environment similar to your own? Performance is unique to each indi-
vidual environment and is impacted by numerous variables; however, it is
worth asking any references about performance concerns they have had.

» How are errors handled? This includes data errors such as one of the data-
bases dropping offline in the middle of processing and business errors, such
as a user conflict or a conflict between data entered in two different systems
at the same time and the data integration toolkit needing to know which
data source takes priority or is an authoritative source.

» How is the solution supported once it is up and running in your organiza-
tion? Who do you call when you have a problem? If you are working with
a partner, is there a backup in case something happens? Is it a solution
that another partner or the vendor can support if needed?

We have talked a little bit about your options around ongoing data integration.
Now let’s look into the world of data migration. Data migration is generally consid-
ered an occasional or one-time event.

Integration Risks

When integrating to other systems there is an area that is easy to forget. What hap-
pens when the experts you are depending on forget to tell you about functions,
rules, business processes, and data within the system you are integrating to?

This is a clear risk area, particularly if your integration is passing data between two
systems. Data updated in one system will update the data in the other system and
vice versa. The business rules that apply to the system you are integrating to often
have to be honored in the new system being built and yet are not always captured
as new requirements.

Another area to consider is the quality of data. A task to do some data scrubbing,
such as running addresses through a validation process, can significantly reduce the
risks that you can face when integrating to other systems.

Recommendation

When testing integration, start with a small set of data in a fixed time period
before you turn on the flood gates.
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Data Migration

Data migration is a world of risk, intrigue, housecleaning, and discovery. You really
never know all that you will run into.

Being Realistic About Data Migration
Don’t underestimate the time needed or cost of data migrations.

There are also a number of assumptions surrounding data migration. So, if you are
a technical person reading this, you should ask a ton of questions and have solid
deliverables and a change management process in place. If you are a businessperson
reading this, you should understand that data migration can be very complex.

When you are starting with Microsoft Dynamics CRM and considering data migra-
tion, you should take a good look at the actual data you want to migrate and con-
vert. You also want to weigh whether it is worth it to migrate the data or if there is
perhaps a different option.

CRM Adoption Success

A solid and well-done data migration can make a huge difference in how an audi-
ence of users feels about the Microsoft Dynamics CRM software moving forward
and how they react to the challenge of adoption.

Many firms burden their users with data entry and the task of learning new soft-
ware. Perhaps they think that users need the excuse to practice with the system and
clean their contact details or perhaps there is no other way. In any case, it is difficult
to learn a new system and have to do excessive data entry at the same time—all, of
course, while keeping up with the tasks of the job! The investment in data migration
is worthwhile, even if you save dollars in other ways, such as by migrating only
account and contact data or only migrating data from the past six months and
leaning on the old system for historical reference. If you have no other choice, the
investment in some temporary help can also make a significant difference.

There are different tools available for data migrations that offer different functionali-
ty that might not be required when importing a list of contacts or leads.

It is also recommended that you consult with a Microsoft partner who is experienced
with data migrations before moving forward, particularly if you are trying to convert
from an existing line-of-business application with a database on the back end or
from an existing customer relationship management software application that
might have data organized differently.
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If you do move forward with your own data migration, Microsoft offers a couple dif-
ferent options. Microsoft offers two tools for data import into Microsoft Dynamics
CRM: the Import Wizard and the Data Migration Manager (DMM) (in version 4.0
only). Partners have also been known to build their own tools or to use mastery in
third-party tools to handle more complex migrations.

The Import Wizard

The Microsoft Dynamics CRM Import Wizard is designed to import a list of fairly
structured, flat data. It can be used with a simple list of contacts or a separate list of
accounts. It is recommended that if you are going to do a data import, you should
separate data into logical groups, such as contacts, accounts, and so on. It is also a
good idea to set up a test file of perhaps 10 records and import that until you are
comfortable with the data format and your import design.

Import Wizard ut
The Import Wizard is not designed to do full data migrations with multiple layers -

of data from different places. For full data migrations, there are other, better-fitting
tools to handle some of the complex business rules that apply when moving data
from one CRM system to another.

The DMM

The DMM works on the basis of data maps that define a mapping between the
source data schema and the Microsoft Dynamics CRM data schema. This application
is now only available in version 4.0, as much of the logic is not incorporated into the
Import Wizard function in Microsoft Dynamics CRM 2011. The data map is the core
building block of the DMM. In general, a data map is an XML structured file built
out of entities used for data mapping during data migration. There are some of the
key differences between the DMM and the Import Wizard built into Microsoft
Dynamics CRM.

The DMM can do the following:
» Import multiple files and work with relational data sets
» Maintain the owner of the imported record
» Maintain the original creation date, supporting historical context
» Import record status and status reasons, such as active and inactive
» Create custom entities during the import process (not recommended)

» Run a batch deletion to delete records that were imported

www.it-ebooks.info


http://www.it-ebooks.info/

446

DS

HOUR 22: Integrating Microsoft Dynamics CRM 2011 into Other Applications

Deleting Imported Records
Import can also delete imported records.

The Microsoft DMM is a powerful tool that is worth examining if you currently do
not have a solution for data migrations.

The following are a few practical tips to keep in mind about the DMM:
» It must be run by someone with the System Administrator security role.

» It must be installed on a separate computer from the CRM Application
Server.

» It includes tools for transforming data as part of the process.

» It has a wizard interface to guide you through it, although more complex
migrations can be done by directly editing the data map.

Microsoft Connector for Microsoft Dynamics

Connector for Microsoft Dynamics is a free integration solution that is targeted
specifically at the Microsoft Dynamics product family. Connector provides an out-of-
the-box integration between Dynamics CRM and Dynamics ERP solutions. It is an
SDK-based model, which in theory allows for extending the integration to other
platforms. It is not available to customers directly and must be sourced from ERP
partners. This is a new solution that Microsoft introduced in 2010. It was a complete
rewrite of the initial BizTalk. Microsoft has made significant investments in making
this a supportable and extensible integration across the ERP platforms it develops
(see http://blogs.msdn.com/b/dynamicsconnector/).

Workshop

Silver Lining Steel Manufacturing has been using Microsoft Dynamics CRM for two
years. It first rolled out the solution to its sales department, with plans to further
expand into the solution as it learned more about the product and after it switched
the accounting software application. The company has now moved to Microsoft
Dynamics NAV and is looking at integrating its Microsoft Dynamics CRM solution
to the new Microsoft Dynamics NAV accounting software. It plans to share the
details of the client accounts receivable history with the sales team, and it will be
empowering the sales team to convert quotes directly into orders, as appropriate,
which will then show up as unprocessed orders in Dynamics NAV.
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Workshop

Q&A

Our small firm is considering doing its own data migration. We hoped to have
each salesperson enter his or her own leads, but this lesson indicates that
this might not be a good idea. Why is this so?

. It makes sense to encourage your salespeople to enter 2 to 10 of their own leads

to get the hang of the software, but entering 50 to 200 leads is a poor use of
valuable sales energy.

We want to migrate all our data from Sage ACT!, including e-mail. Are any of
these tools a perfect fit for that task?

The best tool for migrating ACT!, including e-mail, is one of the experienced
partners with custom solutions for handling ACT! e-mails or an application
built for the specific need. ACT! e-mail storage is difficult to migrate.

We are integrating Microsoft Dynamics CRM with Microsoft Dynamics GR
and our partner recommends Scribe Software. Is there a similar package we
can look at for comparison?

You might want to look at eOne Software, http://www.eonesolutions.com/. It
specializes in Microsoft Dynamics GP and competes with Scribe.

Quiz

1.

What are two common places that people connect Microsoft Dynamics CRM
with other applications?

Identify two ISVs that offer solutions in the integration and middleware soft-
ware space.

Would using the Data Import Wizard that is built into Microsoft Dynamics
CRM be a good choice for a data migration?

Answers

1.

Synchronizing leads and sharing accounting information are two common
places that people connect Microsoft Dynamics CRM with other applications.

Scribe and Microsoft Connection are two ISVs that offer solutions in the
integration and middleware software space.

No. There are better tools for data migration.
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Exercise

1. What are some of the key variables that Silver Lining Steel Manufacturing
needs to consider as it looks to integrate its solutions?

2. Given that it is integrating Microsoft Dynamics CRM with Microsoft
Dynamics NAV, which three vendors should the company talk with about
possible solutions?

3. Does Silver Lining Steel manufacturing need to consider data migration?
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HOUR 23

Microsoft Dynamics CRM
Tools and Utilities

What You’ll Learn in This Hour:

Enhancing contact information
Business intelligence in Microsoft Dynamics CRM

>
>
» Enabling Microsoft Dynamics CRM for mobile devices
» Database tools and utilities

>

Compliance and auditing tools

In this lesson, we examine specific tools and utilities that increase your productivity
with Microsoft Dynamics CRM. Part of the power of Microsoft Dynamics CRM is the
number of ways it can be expanded, enhanced, customized, and upgraded. From
simple informational tools that retrieve additional contact information online, to
tools that help build reports, to database performance enhancements—if there is a
tool that you are looking for, chances are it can be found and integrated into your
Microsoft Dynamics CRM system.

Enhancing Contact Information

With Microsoft Dynamics CRM’s extensible interface, there have been many solu-
tions built to enhance the functionality around accounts, contacts, leads, and
opportunities. There are tools such as enhanced e-mail solutions that streamline
Microsoft Dynamics CRM processes and bridge the gaps in functionality. In addition,
tools can be used to augment the existing information you have in your database,
such as connections to online databases of contacts (for example, Hoover’s,
HarteHanks, InsideView). The current tools are impressive, and the industry is
dynamic. A passion for discovering and adopting new trends, new searchable data,
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new technologies, and changes in traditional business process, such as social mar-
keting and online networks, can extend the business value and adoption rate of
your CRM application, and an expansive offering of complementary products can
add such value.

Hoovers and Linkedin Offerings

Take, for instance, Hoover’s CRM direct offering, which gives Hoover’s customers the
ability to instantly update a specific account record with data from more than 65
million companies and 85 million contacts. Another offering for enhancing contact
information is the offering from HarteHanks, which offers a data cleansing and
address-validation service that cleans data in the Dynamics CRM database.

Online networks extend far and wide, so it is likely that your customers will be regis-
tered in one of the many online databases on the market. There are tools out there
you can use to connect Microsoft Dynamics CRM to online databases, such as
Twitter, Facebook, and LinkedIn, and provide more in-depth knowledge regarding
customers that exist in those services. Sales and marketing campaigns can be
improved, and targets can be refined when you can add more comprehensive con-
tact information to CRM, including the internal and external connections of your
contacts.

Hoover’s is a “global database of more than 28 million public and private compa-
nies and 36 million executives,” according to its website (http://www.hoovers.com/
products/100005053-1.html). Hoover’s is expected to release its CRM Direct product
for CRM 2011 before the end of 2011. Connecting your Microsoft Dynamics CRM
deployment to the Hoover’s database through their CRM Direct product offering will
expand your ability to communicate with your contacts and can potentially fill in
missing data that would be invaluable to your users. After you purchase the product,
it is a simple matter of installing and connecting to Hoover’s so that your current
customer information will become a wealth of knowledge about what each customer
does, the company he or she works for, and the connections that person has with
others. If you start out with just a name and a phone number, the Hoover’s database
can completely fill in the rest of the information in Microsoft Dynamics CRM for
almost any contact and then follow up by providing information about people
linked to your original contact who might be of interest to you. In many cases, as
many as 50 data points could be available about your prospect. The information
that can be gathered allows for targeted campaigns and better prospect qualifica-
tion, which can lead to better sales pitches and extended growth opportunities.
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Enhancing Contact Information

Another online service that provides similar capabilities is LinkedIn (www.linkedin.
com). This online database provides publicly available information about contacts.
Currently, no products connect LinkedIn to CRM, but the steps required to customize
Microsoft Dynamics CRM and link it to LinkedIn are relatively straightforward. In
fact, the Microsoft Dynamics CRM team has provided steps to connect Microsoft
Dynamics CRM to LinkedIn on its blog. You can find this information at
http://blogs.msdn.com/crm/archive/2008/07/16/linkedin-to-microsoft-dynamics-
crm.aspx. Although this article was written for CRM 4.0, the HTML code provided
will work when added as a web resource to your CRM customization solution. The
LinkedIn content can then be added to a form through an iFrame. This simple con-
nection can increase your knowledge about a contact and enable you to see current
records, as updated by the contacts themselves.

Sending HTML E-mails

Microsoft Dynamics CRM provides built-in capabilities to send e-mails to contacts in
a number of different ways (e-mail templates, mail merge templates, and marketing
campaigns, for example), but these tools don’t always meet the complex needs of
tracking complex marketing information and more sophisticated HTML e-mails.
Complementary tools can help expand Microsoft Dynamics CRM so that it is even
easier to send advanced e-mails in a marketing campaign or for any other reason.

One such e-mail enhancement tool is provided by ExactTarget (www.exacttarget.
com). Both Microsoft Dynamics CRM 2011 Online and On-Premises support
ExactTarget. After you install the e-mail tool provided by ExactTarget, it is a simple
matter of selecting a campaign and clicking the custom Send ExactTarget E-mail
button. This will allow you to create and send a sophisticated customized advanced
e-mail to all those being targeted in the campaign. Beyond initially sending
advanced e-mails, there is also an interface that can be used after the e-mails have
been sent. This interface enables you to view detailed statistics that have been col-
lected on what happened when the e-mail was received. The marketing analysis of
clicks, opens, reads, and forwards is functionality that advanced marketing tool ven-
dors have perfected. For example, you can see the number of e-mails that were not
only sent but also opened, and you can see the number of links followed—and all
this information allows you to assess the impact of your campaign. The industry of
marketing and analytics is a robust and deep niche that is limited only by the imag-
inations of the creative souls who make it their art to know who is interested in
what. Partnering Microsoft Dynamics CRM with an analytics software offering is a
match made in heaven.
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Business Intelligence in Microsoft
Dynamics CRM

Business intelligence (BI) is becoming increasingly important to well-functioning
companies, and depending on whom you are talking with about BI, it can vary in
its definition. Wikipedia defines BI as follows: “Business intelligence (BI) refers to
skills, technologies, applications and practices used to help a business acquire a bet-
ter understanding of its commercial context. Business intelligence may also refer to
the collected information itself.”

BI in the following descriptions involves gathering and presenting relevant data on
current processes, structure, and organization, including business analysis and
planning.

With the right customizations and additions, Microsoft Dynamics CRM can provide
a wealth of BI data. It can provide executives with summary reports, sales managers
with sales rep statistics, and sales representatives with reports on locales and key
performance indicators (KPIs). Microsoft Dynamics CRM is often considered the right
tool for the extraction and the presentation of BI data because of how it is structured
and because it is easily extensible and customizable.

If you already have Microsoft Dynamics CRM or are planning on deploying it, any
savvy user can capitalize on some immediate benefits. The most immediate benefit
is being able to run queries and reports that give the current status of a set of sales
and marketing campaigns. When retrieving this information inside CRM, a further
drill-down on the results can be done quickly by choosing specific cases of interest.
Beyond these initial reports, other benefits include being able to get an accurate pic-
ture of the sales pipeline with reports on leads and opportunities, being able to see
the current rank of sales representatives against specific criteria, and being able to
see the history of all those sales representatives. Reports and queries such as these
can either be created internally by customizing Microsoft Dynamics CRM with
reports developed with SQL Server Reporting Services (SSRS) or purchased from a
number of third-party vendors that offer BI packages for CRM.

Basic Bl Internal to Microsoft Dynamics CRM

Some basic BI tools can be used right away with any Microsoft Dynamics CRM
deployment, including Advanced Find and Reporting, which provide internal tools
that can be used immediately to gather data for BI. Furthermore, dashboards and
charts built by either power users or developers can provide a visual depiction of key
data. Microsoft’s investment in these new visualization tools replaces the analytics
accelerator from Microsoft Dynamics CRM 4.0. As you learned in Hour 21,
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“Reporting and Query Basics,” Advanced Find is a tool any Microsoft Dynamics
CRM user can use to quickly and easily produce simple BI. Reports are also a great
tool that can be used by any user with the time and technical knowledge to produce
meaningful results. Both of these approaches have drawbacks, though, because they
do not scale for large amounts of data. Furthermore, the time it takes to customize
and build these BI tools yourself can be prohibitive.

Microsoft Products That Help with Bl

One of the best parts about working with Microsoft Dynamics CRM is the integra-
tion points with other Microsoft products. Several Microsoft applications integrate
well with Microsoft Dynamics CRM to provide rich BI on top of what can be cus-
tomized within CRM. Microsoft Excel and Microsoft Dynamics CRM link together
through Microsoft Dynamics CRM Excel Connectivity. SQL Server 2008 R2 has built-
in support for BI. Microsoft PerformancePoint can be linked directly to CRM, or indi-
rectly through an OLAP cube, to provide structured KPIs or ad hoc analysis. Having
these options allows for Microsoft Dynamics CRM customers to evolve from simple
BI tools into more sophisticated tools with software and services that are usually
already being used within their current organization.

OLAP Cube

Online analytical processing (OLAP) cubes were developed to provide an efficient
analysis and presentation of structured data. OLAP cubes are an alternative to stan-
dard relational databases, which have limits for analyzing and displaying large
amounts of data quickly.

Excel Connectivity

As you learned in Hour 20, “Utilizing the Power of Microsoft Excel with CRM Data,”
you can connect Excel to the data in Microsoft Dynamics CRM and download that
data, based on user selections or customized SQL queries. After the data is in Excel,
it can be manipulated and analyzed using all the built-in capabilities of Excel, such
as setting up PivotTables and PivotCharts against the data, which works well for a
specific individual user. Furthermore, if the option is selected, the data can be reim-
ported into CRM after modifications have been made. For larger corporate analysis,
other options are a better fit.

SQL Server 2008 R2

Among the rich set of functionality and features built into SQL Server 2008, several
key aspects can be used for BI. The Microsoft SQL Server 2008 Reporting Services are
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a large part of this and are already used within Microsoft Dynamics CRM itself. The
Analysis Services in SQL Server 2008 R2 is another powerful tool that can be lever-
aged to create OLAP cubes for pivoted fast data analysis. The included Report
Builder 3.0 provides a wizard to create SQL reports in a user-friendly fashion. Also
part of SQL Server 2008 R2, PowerPivot provides extended the PivotTable functional-
ity found in Microsoft Excel. On top of providing the ability to create OLAP cubes,
Analysis Services also provides comprehensive data-mining tools for deep analysis of
your existing data.

PerformancePoint

Microsoft Office SharePoint Server’s PerformancePoint product is a comprehensive
organization and analysis system that can attach directly to Microsoft Dynamics
CRM or an OLAP cube. It provides a sophisticated feature set that includes struc-
tured reports, multiple data visualization options, reports and notifications for KPIs,
and even ad hoc reporting, depending on the setup and configuration of the server.
An entire business can be managed from a PerformancePoint server when it is fully
integrated into products such as Microsoft Dynamics CRM.

Bl Software from Vendors and ISVs

ZAP Technology (www.zaptechnology.com)

ZAP Technology (www.zaptechnology.com) offers a product called Business
Analytics, which provides a web-based application that contains a set of prepack-
aged analytics for sales, marketing, and services. The application provides dash-
boards, scorecards, KPIs, and reports and drill-down capabilities that link back into
Microsoft Dynamics CRM On-Premises for the full view of any record in question.
Business Analytics is relatively easy to deploy because it recognizes customizations
in Microsoft Dynamics CRM and imports them into a structured cube for fast analy-
sis and reporting. Custom reports and summary reports are quickly and easily creat-
ed and run, allowing for targeted dashboards and KPIs that can be viewed and
updated regularly. Further features include the ability to import user security privi-
leges from Microsoft Dynamics CRM so that Business Analytics only allows access to
those records that a user is allowed to view. With such a full-featured product, ZAP
Technology has provided an excellent BI product for almost any Microsoft Dynamics
CRM system.

www.it-ebooks.info


www.zaptechnology.com
www.zaptechnology.com
http://www.it-ebooks.info/

Enabling Microsoft Dynamics CRM for Mobile Devices

Target IT (www.targit.com/en/Products/Fast_integration_tool/
For_ MSDynamicsCRM)

The Target IT tools are another offering in the arena of expanding the power of BI
with the use and creation of cubes of data. The analytical cubes meet the majority
of the requirements of a BI solution, and they are formatted in a way to support
both first-time and experienced BI users.

Microsoft Bl Offerings (www.microsoft.com/Bl/en-us/pages/
home.aspx)

Products from Microsoft that provide functionality within the BI arena include
Performance Point and for power users Microsoft Office Excel with PowerPivot and
the Microsoft SharePoint Suite. You also have the full power of Microsoft SQL Server
and SQL Server Reporting (SRSS).

Enabling Microsoft Dynamics CRM for
Mobile Devices

It is increasingly familiar to see sales and marketing staff with mobile devices, such
as Windows Phone 7 devices, BlackBerry devices, iPhones, Android devices, and
iPads. It is possible to tap into existing resources and allow access to your Microsoft
Dynamics CRM data through these devices. Providing access to Microsoft Dynamics
CRM through mobile devices becomes a logical and natural extension of the
Microsoft Dynamics CRM system that will save time and make your organization
more effective.

There are several scenarios where enabling Microsoft Dynamics CRM on mobile
devices might help. Quickly browsing Microsoft Dynamics CRM data before a face-
to-face sales meeting can make the encounter more productive. It can make a con-
versation at a conference more personal and focused. Having Microsoft Dynamics
CRM data available at an opportune time during a lunch meeting can provide a
crucial bit of information necessary to turn a lead into an account. Such scenarios
would benefit from mobile access.

If enabling mobile Microsoft Dynamics CRM sounds like something your organiza-
tion might benefit from, there are several options from which to choose. The
Microsoft Dynamics CRM team currently provides the Microsoft Mobile Express solu-
tion that can be customized on your system. Companies such as CWR Mobility and
TenDigits provide integrated solutions for Windows Mobile and BlackBerry devices
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that are fully functional and customizable. Choosing a mobile Microsoft Dynamics
CRM solution requires more than knowing what device your users will have,
though. You need to weigh all the following aspects:

» Feature set provided
» Customizability
» Security
» Cost
» Supported deployments (in Online versus On-Premises)
» Supported devices
Other considerations that might come into play are customer support, documenta-

tion, and future development plans. Most solutions provide a website outlining all
the information on their products. See Table 23.1 for more information.

TABLE 23.1 Mobile Solutions

Product Company Website Notes

MobileExpress Microsoft www.microsoft.com  Supported in CRM Online
and On-Premises

CWR Mobile CWR Mobility www.cwrmobility.com Straightforward solution to
CRM 2011 enable mobile CRM
MobileAccess TenDigits http://tendigits.com/ Provides both online and

mobileaccess.html offline access to Microsoft
Dynamics CRM data

We will look at two of the solutions in depth here and see what options they pro-
vide. It’s a good idea to research the benefits of all the solutions before selecting one
for your custom deployment.

MobileExpress

MobileExpress is a solution included in Microsoft Dynamics CRM 2011. The product
is part of the Microsoft Dynamics CRM server and allows for online-only, web-based
interaction with Microsoft Dynamics CRM on any mobile device that has a browser
and a network connection. Because it uses the browser on the device, no installation
or maintenance is necessary on the device itself, but this also means there is no
access to records when there is no network connection. MobileExpress is a cost-
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effective solution that provides administrative configuration on the server, allowing
a certain set of entities to be viewed on the device, and it can even be configured
down to the field level.

As with the standard Microsoft Dynamics CRM application, in MobileExpress, inter-
face users with different roles can be shown different forms. Any user of the
MobileExpress web application will need to have a role that has Go Mobile permis-
sion in order to access the application. Then, entities selected for mobile access can
be searched, accessed as read-only, and edited, depending on how access was config-
ured on the Microsoft Dynamics CRM server. Additional functionality includes a
breadcrumb trail that allows instant access to previously viewed pages and the use
of saved queries to filter results retrieved from the server. This solution from Microsoft
allows almost any Microsoft Dynamics CRM On-Premises or Online deployment to
become mobile quickly and easily, although with limited functionality.

CWR Mobile CRM

CWR Mobile provides both online and offline access to Microsoft Dynamics CRM
across a wide range of devices, including the Windows Phone 7 platform from
Microsoft. Leveraging background synchronization ensures that users always have
access to their data, even when a network connection is not available. By delivering
a look and feel very similar to that of Microsoft Dynamics CRM, CWR Mobile
enables users to get up and running in no time, no matter which device they prefer.

MobileAccess

MobileAccess is a mobile solution provided by TenDigits that extends Microsoft
Dynamics CRM so that it can be accessed on Android, BlackBerry, Apple, and
Windows mobile devices. MobileAccess provides standard Microsoft Dynamics CRM
functionality, such as searching, creating, editing, deleting, and assigning records
from your mobile device. It has been built with automatic synchronization capabili-
ties so that records can be accessed both when connected to the Microsoft Dynamics
CRM server and when there is no network connection. Advanced functionality
includes notifications and alterations when new records have been created or
assigned, integration with mobile capabilities so that initiating a call or e-mail can
occur from within CRM, and then tracking of those activities after they have been
completed. With all this functionality, MobileAccess is a good choice for mobile inte-
gration with Microsoft Dynamics CRM.
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Database Tools and Utilities

Supporting and maintaining Microsoft Dynamics CRM is important, but it is also
important to do the same for the engine that drives CRM: SQL Server. Microsoft SQL
Server is at the heart of CRM, and it provides a stable base to build anything from a
moderately sized application to a multi-server, large-scale, high-use system. It is
important to keep SQL Server well tuned so that you can fully benefit from the infra-
structure it provides. There are tools provided with SQL Server to tune and maintain
the databases, and other products can be purchased that help support SQL Server
with more specialized tools and user-friendly interfaces.

The original platform that Microsoft Dynamics CRM was built to run on was
Microsoft SQL Server 2005. Consumers of Microsoft Dynamics CRM 2011 need
Microsoft SQL Server 2008 or higher. SQL Server 2008 vastly improves on the func-
tionality in SQL Server 2005, but the tools included with SQL Server 2008 are not
very different from the ones included with SQL Server 2005. The interfaces are simi-
lar and provide performance analysis, database backup, and maintenance, but only
to those with the technical skill to configure and control SQL Server. An obvious
drawback to only having SQL Server 2005 or 2008 is that none of the tools provide
automation through the user interface, so they all have to be set up and run either
manually through the interface provided or through automation scripts.

After weighing the initial options for supporting the database, you may find your-
self looking externally for tools that will be able to tune, manage, and maintain
SQL Server. Several options on the market support SQL Server, and two of the most
comprehensive ones are the solutions provided by Idera and Red Gate. Idera and
Red Gate'’s applications wrap around Microsoft SQL Server to provide user-friendly
interfaces that enable database administrators to easily tune for performance and to
maintain and back up their databases. Their products are straightforward to set up
and provide automation for most tasks, including backup and defragmentation.

In addition to backup and defragmentation support, Idera’s and Red Gate’s products
can set up notifications so that when tasks are completed, the people who need to
track a job’s success or failure can be informed. The notifications can also be set up
on diagnostic triggers so that if something were to go wrong on the server, such as a
sudden sustained spike in CPU usage, the support staff can know about it quickly
and deal with the problem in a timely manner. Any complex organization or deploy-
ment requires tools such as these to properly manage and maintain their system.

So, what does all this actually mean to your instance of Microsoft Dynamics CRM?
The most important things to remember about your deployment are that the data
has to be backed up, the database has to be regularly defragmented, and you need
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plenty of resources (such as disk space) for SQL Server to run properly. Because the
data and structure of Microsoft Dynamics CRM are completely contained within the
database instances underlying the application, Microsoft Dynamics CRM can be
restored from any point both at which the organization database and the configura-
tion databases are backed up. So whether you have nightly, weekly, or monthly
backups of your database, make sure you capture both the organization database
(or databases, if you are using a multitenant deployment) and the configuration
database.

After regular backups, the next most pressing concern to keep SQL Server in peak
running order is to defragment the database so that the indexes will do their job
and speed up queries instead of slow them down. Indexes on highly used tables—
those with the most insertions, updates, and deletions—can become fragmented
across a hard drive and slow down queries on those tables. It is important to regu-
larly check and defragment these indexes, if appropriate. Finally, another thing that
can cause trouble for a SQL Server is not having enough resources. Whether it is
CPU resources, memory, or disk space available, SQL Server generally requires a
good deal of it to run at peak performance. That is why it is important to know
when one of these resources is running low and take the appropriate action to fix
the situation. If all these things are done correctly, SQL Server will continue to sup-
port your instance of Microsoft Dynamics CRM the way it was meant to.

Compliance and Auditing Tools

Microsoft Dynamics CRM is used for many different types of applications. Some of
those applications have highly sensitive data that requires tracking and analysis.
For example it is common to need to know what fields were changed when and also
who changed those fields. The simplest form of auditing is automatically enabled in
the entity definitions in Microsoft Dynamics CRM. Any entity created as a user-
owned entity acquires four attributes that track who created a record (CreatedOn
and CreatedBy) and who was the last to change the record (ModifiedOn and
ModifiedBy). These fields do not keep a full list of who changed the record and at
what time, but they do provide the means to see where the most recent changes
came from and who is responsible for creating the given record. This simplistic
auditing trail often is not enough.

Microsoft Dynamics CRM also provides auditing capabilities for more complex
requirements on a per-entity basis. Auditing must first be enabled in the System
Settings window. Then once auditing is enabled on a particular entity, fields on that
entity can be selected to track changes. These changes are tracked in a special audit
activity.
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Global Audit Settings

Figure 23.1 shows the global auditing section of the System Settings window. To get
there, do the following:

1. Choose Settings.

2. Choose Auditing under the System subgroup.
3. Chose Global Audit Settings.

4. Click the Start Auditing check box.

5

. Click OK to save your changes and exit the form.

FIGURE 23.1 £
Global auditing System Settings
. Set system-devel settings for Microsoft Dynamics CRM.
settings.
General  Calendar Formats  Awditing  Email  Markeling  Customization  Oullogk  Repoiting  Goah
Audit Settings
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Enable Awditing in the following sess.
F Comman Entilies

[ sates Entities

™ Marketing Entities

I Customer senice Entities

4 For a compiete list of Entities and their Audit states visit Entity and Field Audit Settings.

Hel oK Cancel

CRM20 1 ITest/mak ga.ay fTab=d L 1 + Off -

Enabling Auditing on a Specific Entity

Figure 23.2 shows how to enable auditing on the account entity. To get there, do the
following:

1. Choose Settings.

2. Choose Customize the System. This will open the default solution.
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In the left navigation pane, under Components, choose Entities.
Choose an entity (for example, Account).

On the General tab of the entity, find the Data Services heading. Under it,
check the Auditing check box.

Click Save and close the form to enable auditing.
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Viewing Audit Details for a Specific Record

Figure 23.3 shows audit details on a record in the account entity. To get there, do the

following:

1.

When auditing is enabled, choose a record to open and update (for exam-
ple, an account record).

Make changes to the record and save it.
In the left navigation pane, under Common, choose Audit History.

On the window that appears, you see all the recorded changes to the entity.
Double-click one of the changes to see the audit details window.
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FIGURE 23.3
The audit
details window.
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Workshop

Adventure Works Cycle is a midsized company that makes and distributes bicycles
across the United States, in a number of locally owned bike shops. It has a small
sales force that is constantly traveling and needs to remain connected at all times. It
has a Microsoft Dynamics CRM deployment on which it has installed TenDigits’s
MobileAccess solution so that all of its sales agents can access records anywhere,
whether they can get a network connection or not, and retrieve and enter data.
Opportunities and sales orders can be tracked immediately by entering information
on a mobile device or by gathering orders and entering them at the end of the day
from their laptops. Adventure Works Cycle uses Idera’s defragment manager to keep
the Microsoft SQL Server databases optimized and indexed properly. Sales managers
in the head office keep track of how the different agents are doing, through the use
of a Business Analytics dashboard from ZAP Technology. Thanks to this product,
quarterly and year-end reports are easily generated and presented to keep executives
abreast of the current sales, as well as of the sales pipeline that is being developed.

Q&A

Q. We are considering moving into a mobile solution. What things should we
consider?

A. One of the first things to consider is whether you need offline capability.
Offline adds a significant layer of complexity to any offering.
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Q. For a small company, is it necessary to invest in Microsoft SQL Server man-
agement tools?

A. Not necessarily. Microsoft SQL Server is a robust and powerful database that
usually does not need extensive care in a small firm.

Q. Are there other offerings available? You mentioned so many.

A. Yes. There are many other offerings available, and a personal apology to all
that are not mentioned in this lesson.

Quiz
1. What are two Microsoft products that can be used for gathering business intel-

ligence? What is a non-Microsoft product that can be used for gathering busi-
ness intelligence?

2. What are the three things that have to be done to ensure that Microsoft SQL
Server supports your Microsoft Dynamics CRM deployment properly?

3. What is a useful feature that is new to SQL Server 2008 R2?

4. What are the benefits of using MobileExpress? What are the drawbacks?

Answers

1. Advanced Find and Reporting are two Microsoft products that can be used for
gathering business intelligence. ZAP Technology’s Business Analytics is a non-
Microsoft product that can be used for gathering business intelligence.

2. Three things that have to be done to ensure that Microsoft SQL Server supports
your Microsoft Dynamics CRM deployment properly are tune, manage, and
maintain Microsoft SQL Server by backing up the database, defragmenting,
and indexing.

3. A useful feature that is new to SQL Server 2008 R2 is Report Builder Version 3.0,
which provides a user-friendly wizard that allows users to create SQL reports
easily.

4. MobileExpress allows for online-only, web-based interaction with Microsoft
Dynamics CRM on any mobile device that has a browser and a network con-
nection. This is both an advantage and a disadvantage.
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Exercise

Using the blog post provided by the Microsoft Dynamics CRM Online team,
http://blogs.msdn.com/dynamicscrmonline/archive/2009/04/07/adding-linkedin-
contact-searches.aspx, add a LinkedIn contact search to your Microsoft Dynamics
CRM deployment. The post can be followed for both standard and online deploy-
ments, so don’t worry if you have one or the other. As can be seen from the post, the
Name fields can be connected to an action and a button that triggers a search to be
performed on all the LinkedIn contacts to see whether a match can be found; if it is,
the appropriate information is displayed.
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HOUR 24

Microsoft Dynamics CRM as
a Development Framework

What You’ll Learn in This Hour:

Options: What can be changed?
When Microsoft Dynamics CRM is a good fit

When the core of Microsoft Dynamics CRM 2011 might need additional
architecture and design

v vy

v

Skills required: Who can make the changes

Microsoft Dynamics CRM is a product that is as much xRM (where x can be any rela-
tionship-oriented line-of-business application) as it is CRM (where C is focused on
customer relationship management). Microsoft Dynamics CRM is fully functional
and, yet, the expectation in many situations is that it will be expanded, configured,
connected, and enhanced. It is also designed to offer control and best practices
around extending the platform so that when a new major upgrade is released from
Microsoft, it will not break a partner’s or customer’s development efforts and cus-
tomizations. In Microsoft Dynamics CRM 2011, both the On-Premises and Online
versions support similar extensive customization options.

Options: What Can Be Changed?

Developers who want to fully exploit Microsoft Dynamics CRM need to learn to
“think CRM,” and they also need to master a number of significantly different
development skill sets. Each skill set discussed in this hour is a benefit to the CRM
development platform as standalone expertise, but a deep understanding of all tech-
nologies can make a significant difference. Developers should remember that the
more they can “think CRM,” the easier their application will be to support.
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Furthermore, when business stakeholders can also “think CRM,” new features can be
added quickly and effectively. When business users do not “think CRM,” it is easy to
end up in a conflict-of-interest situation. Users who make demands without consid-
ering what they have are asking for delays, frustrations, and long-term road blocks
to get what is new and what is next.

Extending the Core Microsoft Dynamics CRM Code

Microsoft Dynamics CRM is a .NET application that can be extended with more
.NET code through plug-ins or enhanced with scripts, workflow, and custom ASP.NET
Web pages. In addition, Microsoft Dynamics CRM is architected and designed to
include a methodology and development framework that wraps the application and
any new customizations in such a way to reduce the need to rewrite code with each
major release. Microsoft also provides a complete Software Development Kit (SDK).
This SDK has tools, samples, documentation, and a methodology for extending the
core Microsoft Dynamics CRM code. The following sections look at each area of
extension available in Microsoft Dynamics CRM.

Managing Changes Through Solutions

In Microsoft Dynamics CRM 2011, extensions to the core Microsoft Dynamics CRM
application are contained in solutions. Like a project in Microsoft Visual Studio, a
solution contains everything necessary to build and deploy the extended CRM
functionality.

Solutions can contain the following:
» Custom entities and forms
» Custom fields
» Relationships between entities
» Plug-in assemblies and steps
» Service endpoints
» Security roles
» Processes
» Application ribbon customizations

» Dashboards and reports
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» Global option sets (new in 2011!)
» Field-level security profiles (new in 2011!)

» Web resources

Web resources include any extra files needed for your CRM customization. They
many include custom JavaScript you have written for your forms, custom Silverlight
controls, images, or .aspx pages. Solutions can be used to package customizations
for sale in the CRM Dynamics marketplace or to separate different development
efforts in larger projects. More information about the Dynamics Marketplace is pro-
vided later in this chapter.

Solutions can either be managed or unmanaged. Managed solutions specify what
changes can be made to components, whereas unmanaged solutions do not have
any restrictions. This is useful for independent solution vendors (ISVs) to restrict how
their solutions can be changed or for enterprise architects to enforce standards
across an enterprise. If you are unsure of which option to use for your development,
choose to use an unmanaged solution. Unmanaged solutions will always win over
managed solutions as a choice when you're unsure. When importing solutions if
you run into a conflict between data or program files unmanaged solutions offer the
option of the last solution applied wins.

Plug-ins

Microsoft Dynamics CRM offers synchronous and asynchronous plug-in models that
are based on .NET 4.0. Plug-ins are registered for a single organization, and they are
stored in the database (preferred) or on disk. Registering a plug-in in a database
enables automatic deployment across a cluster of CRM instances. Plug-ins must be
digitally signed when they are compiled in Visual Studio; otherwise, they fail to exe-
cute. New in CRM 2011, plug-ins can be “sandboxed” so their access to their host
system is limited. In this access level, files cannot be written to the host system, and
integration to other databases must be done through Windows Azure services. The
benefit of sandboxed plug-ins is that they work in both CRM Online and On-
Premises installations. Plug-ins not registered in sandbox mode can still be registered
in On-Premises installations but not in CRM Online. In either plug-in model, all
work performed in a plug-in can be registered as part of a single transaction. This
allows all changes to be rolled back if any part of the plug-in fails. More informa-
tion about plug-ins can be found in the Microsoft Dynamics CRM 2011 SDK, at
www.microsoft.com/download/en/details.aspx?id=24004.
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FIGURE 24.1
The workflow
designer.
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Creating and Adding Workflow Using the Windows
Workflow Foundation

Built in to Microsoft Dynamics CRM On-Premises and Online is the Microsoft
Windows Workflow Foundation, which is a core component of the development
framework. The foundation is also extended with a user-friendly interface to enable
end users with limited or no development experience to add workflows. Workflows
can create new records, update existing records, send e-mails, reassign records, and
change the status of a record. Workflows can be especially helpful for creating tasks
for sales personnel base on an opportunity, triggering reminder e-mails to prospects,
or seeking manager approval of a new proposal over a certain dollar amount. In
CRM 2011, a similar designer is used for both creating new workflows and dialogs.
You can access this designer by going to the Settings tab from the CRM homepage
and then choosing Processes and clicking the New icon. From the designer, you can
create steps for your workflow to perform and conditions to check before performing
these actions. For example, you might want to wait seven days after an opportunity
is created before sending a reminder e-mail to the customer. Workflows are always
related to a specific record type in CRM, such as an account or a contact, and run in
the background after an action has been performed. Figure 24.1 shows the workflow
designer.
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In the designer, the options available to trigger a workflow to run on a record are
the following events:

» A new record is created.

» Record status changes.
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» A record is assigned to another user.
» Field values in a record are changed.
» A record is deleted.

» A workflow can be run manually by the user.

Dialogs New in CRM 2011

A new feature available in CRM 2011 is the ability to create custom dialogs related
to an entity. These custom dialogs can guide users through any defined process so
that it is easily repeatable. Dialogs can be helpful for guiding a customer support
representative through a support call or enabling a salesperson to complete a sale.
Dialogs must be launched manually or from a child dialog and can interact with
the end user. Dialogs can be designed to change based on the user’s input. In this
manner, different actions can be performed, different forms can be displayed, or the
dialog may prompt the user to take different actions, based on the initial input.

Extending Forms with Scripts

Forms can be extended by adding code to key areas of the form.

Form OnLoad, OnSave, and Field OnChange

In CRM 2011, entities in Microsoft Dynamics CRM On-Premises and Online can
have multiple forms. Each of these forms has an OnLoad event option where
JavaScript can be added. JavaScript is client-side code run when the user opens and
uses the form. In addition, each field within the form can have an OnChange event
where JavaScript can be embedded, offering the ability for events to be performed
on specific changes to fields.

Form Behavior

Figure 24.2 shows an example of the form properties OnLoad and OnSave. To get
there, do the following:

1. Choose Settings.

. Choose Customize the System. This will open the default solution.

2
3. In the left navigation pane, under Components, choose Entities.
4. Choose an entity (for example, Account).

5

. In the left navigation pane, select Forms.
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6. Choose Form Properties. From here you can attach custom JavaScript files
that you have uploaded as Web resources to your form. JavaScript no
longer has to be added directly in the form editor.

FIGURE 24.2 ﬂ
Form properties. Form Properties

Modify this form's properties.
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~ Event Handlers

Manage functions that will be called for form or field events,

Control [Form
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Event [OnLoad
Ul Events
o Add | [ Rel 3 Edit Library
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Library (el T ! Enabled

|http: flocalhost:8080/CRM201 Test/Tools/FormEditor/Di €. Local intranet | Protected Mode: Off Tz

You can also add an OnChange event to a specific field Figure 24.3 shows an exam-
ple of the area where you would add OnChange event script.

To get to where you would add an OnChange script from the form, complete these
steps:

1. Choose a field
. Choose Change Properties.

2

3. Choose Events.

4. Choose OnChange.
5

. Choose Edit. From here you can attach custom JavaScript files that you
have uploaded as Web resources to your form. JavaScript no longer has to
be added directly in the form editor.
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x FIGURE 24.3
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OnChange Events Bxﬁg_g{_

A key thing about OnChange events is that they fire only when both of the follow-
ing conditions occur:

1. The value changed.
2. The user has moved to another field

Alternatively, the OnChange event can be fired using the FireOnChange method.
For an example of FireOnChange, see http://msdn.microsoft.com/en-us/library/
cc150865.aspx.

Adding iFrames to Forms

An iFrame option is available for both Microsoft Dynamics CRM On-Premises and
Online and is hosted within the form or on the left navigation pane of a form.
Within the world of the iFrame, Microsoft Dynamics CRM will optionally pass the
object type code and object ID (GUID) to the provided external URL.

iFrame Interaction Vgay

iFrames display web pages within a form and generally do not interact with the
data within Microsoft Dynamics CRM.
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FIGURE 24.4
Adding an
iFrame property.
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Figure 24.4 shows an example of setting up an iFrame. To get there, do the following:

1.

© ® N o o » 0w N

Choose Settings.

Choose Customize the System. This will open the default solution.
In the left navigation pane, under Components, choose Entities.
Choose an entity (for example, Account).

In the left navigation pane, select Forms.

Choose the main form.

On the ribbon, click the Insert tab.

Add a new one-column section.

Add an iFrame to this new section.

/A Add an IFRAME - Webpage Dialog ) x|

Add an IFRAME
Add a new IFRAME to the Form.

General | Formatting | Dependencies

rName
Specify a unique name.

Name * IFRAME_ [new

uRL* [about:blank

I~ Pass record object-type code and unique identifier as parameters

[ Label
Specify the label for this field in forms,

Label * lﬁ

I” Display label on the Form

Security
Select whether to restrict cross-frame scripting.
W Restrict cross-frame scripting

Visibility
Specify the default visibility of this control.
¥ Vvisible by default

|http:/localhost:80¢ €& Local intranet | Protected Mode: OFf ]7

Changing or Adding to the User Interface Menus
and Buttons

The drop-down items on the menus and the buttons within the left navigation pane

can be changed in Microsoft Dynamics CRM On-Premises. So, you can add new
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menu items, replace existing menu items, or add or replace buttons (such as the
Sales button or Service button). These changes to the user interface menus are made
in the Application Ribbon XML file as follows:

1. Select Settings.
2. Choose Solutions.

3. Create a new solution named Application Ribbon. The default publisher
and any version number will do.

4. Click Save.
5. Click Add Existing and then choose Application Ribbons.

6. Click Export Solution.

The saved zip file can be extracted, and you can then edit the XML file inside it.

Ribbon Editor Toolkit Dlﬁ#m.ll,,_
ow?

One trick to diving into editing the Office ribbon is available as a free download
from CodePlex. Check out Pragma’s Toolkit: http://pragmatoolkit.codeplex.com/.

Ribbon Tips J.'llﬁﬁ\mu,,_
ow?

The ribbon comes from the Microsoft Office team. If you are going to do any type
of editing of the ribbon, remember to check for tips by browsing for Office Ribbon
Editor.

When your edits are complete, import the modified Application Ribbon file as follows:
1. Choose Settings.
2. Choose Solutions.
3. Choose Import.
4

. Upload the modified file.

Enhancing with Silverlight

Silverlight solutions can be added in the web resources section of solutions in CRM.
Custom Silverlight pages can provide graphics, animation, and rich media inter-
faces. These pages can be driven by CRM data or can provide integration with other
systems. These custom pages can be displayed in CRM through an iFrame directly
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on a CRM form or through a custom ISV page. Silverlight is a browser plug-in and is
an interesting complement to Microsoft Dynamics CRM extendibility. Silverlight
includes items such as skinning and styling, deep zoom, and shadowing, all of
which can be used to explode the Microsoft Dynamics user interface into a rich
media experience.

Integrating with SharePoint (WSS/MOSS) for
Support of Unstructured Data

Many Microsoft Dynamics CRM projects require unstructured data. Unstructured
data includes large blocks of text, Word documents, PowerPoint files, and other
undefined data that lends itself to organization and enterprise search. Some of this
data can be structured into entities (record types) and fields, but other items are
much better suited to organization and collaboration software (such as copies of
documents). SharePoint meets this need and naturally connects to Microsoft
Dynamics CRM. SharePoint can also be highly integrated to Microsoft Dynamics
CRM as a dynamic or static component. CRM 2011 provides built in support for
integration with SharePoint.

As a dynamic component, SharePoint can bring up and down pages on demand. It
can also be setup as a static component, which gives SharePoint a permanent two-
way connection to Microsoft Dynamics CRM. Microsoft SharePoint online can now
be integrated with Microsoft Dynamics CRM Online. For On-Premises solutions, CRM
2011 can integrate with SharePoint 2007 or 2010. This integration enables the cre-
ation of folders in SharePoint for specific records automatically. For example, if
SharePoint integration is enabled on the Account entity, a new folder can be created
in SharePoint when a new account is won. Once the folder is created, the documents
link on this record will provide a portal to this new folder on SharePoint.

You can enable SharePoint integration for a specific entity by taking the following
steps:

1. Click the Settings tab.
. Choose Document Management.

. Choose Document Management Settings.

. Click Next.

2

3

4. Click the checkbox for the appropriate entity.

5

6. Choose the folder structure you want and click Next.
7

. Click Finish.
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Integrating with the World of Finance and ERP,
Using a Bridge Application

Just as unstructured data is best managed with technology designed for unstructured
data such as SharePoint, financial information for accounting departments is best
managed with a well-loved and established accounting software or enterprise
resource planning application. Accounting software is focused on tight auditing and
control within a smaller audience and has well-vetted software offerings focusing on
flexible general ledgers, accounts payable, payroll, and other accounting-specific
modules. Microsoft Dynamics CRM never had the intention of being an accounting
or general ledger package.

Integrating Microsoft Dynamics CRM with a robust accounting application, howev-
er, can be beneficial and can be accomplished seamlessly. Core company accounting
data can be pushed to a wide audience of users (such as everyone in the company),
while the interactive and delicate finances in an accounting application are con-
trolled and maintained in a company’s financial department and financial infor-
mation audit processes.

External Access: Web Page Integrations

When managing prospect and client information, there is an interest in allowing
specific external contacts the ability to interact directly with their contact informa-
tion and there is also a need to control and retain data quality around that incom-
ing information. The interaction between an external web interface of prospect and
client information is part of many Microsoft Dynamics CRM projects.

Some examples of core areas where this applies including capturing leads from a
company'’s website, interacting with possible attendees at hosted events, and work-
ing with contacts and companies on support-related issues. Currently, there are sev-
eral portal accelerators available to integrate CRM with an external customer portal
in this way.

Microsoft Dynamics Marketplace

Microsoft Dynamics CRM is so fun to extend that it lends itself to shared and
Microsoft-vetted libraries of source code, configurations, and customizations. The
Microsoft Dynamics CRM accelerators offer building blocks of source code, configu-
rations, and customizations that empower a Microsoft partner or customer to quick-
ly add features and functionalities. The library of accelerators continues to grow.
Some examples include the sales forecasting accelerator, which offers configurations
for tracking sales goals, and the analytics accelerator, which offers a set of custom
dashboards and reports. Some accelerators work with Microsoft Dynamics CRM
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Online, and others require that you have full access and security to the programs in
the Microsoft Dynamics CRM On-Premises environment.

A broad selection of accelerators can be found at the Dynamics Marketplace, which
is located at http://dynamics.pinpoint.microsoft.com. The Dynamics Marketplace
offers solutions from many ISVs that can be installed quickly and easily to extend
the functionality of Microsoft Dynamics CRM. Many of the solutions found in the
Dynamics Marketplace have been certified by Microsoft as compatible and support-
ed by Microsoft Dynamics CRM. The costs of these solutions vary; some are provided
free of charge, and for other solutions it is necessary to contact the vendor to obtain
pricing details. When planning to extend CRM, it is important to check the
Dynamics Marketplace before writing custom code as the functionality may already
be available. In some cases, it might be more cost-effective to purchase from the
Dynamics Marketplace than building out the functionality on your own.

Dashboards and Reporting

The creation of dashboards is natively supported in Microsoft Dynamics CRM 2011.
Users and developers can create dashboards on the fly, using data in Microsoft
Dynamics CRM. Microsoft SQL Server reporting services can also be used with
Microsoft Dynamics CRM On-Premises and Online to create more advanced dash-
boards and various other reports that you can integrate into the reporting menus
within Microsoft Dynamics CRM. These reports can be created with the Business
Intelligence Development Studio of Visual Studio, using Microsoft Dynamics CRM
2011 BIDS Fetch Extension. This extension uses the query language fetch xml that is
native to Microsoft Dynamics CRM.

In addition, you can create reports via the Microsoft Dynamics CRM report wizards
and numerous views. If you want to stretch reporting into other areas of presenta-
tion, you can also find ISV solutions.

Microsoft Excel Dynamic Spreadsheets and
PivotTables

As you learned in earlier hours, the power of Microsoft Excel dynamic spreadsheets is
almost beyond imagination. You can tie an Excel spreadsheet to Microsoft Dynamics
CRM, and every time this spreadsheet is opened, it will automatically be updated
with new CRM data. In addition, a dynamic Excel spreadsheet retains and serves up
the correct security so that each person who opens the spreadsheet gets the data that
applies to him or her. You can add your own columns and formulas to these spread-
sheets, and one way you can share these spreadsheets is by e-mailing them to other
Microsoft Dynamics CRM users. Dynamic PivotTables are now supported in the same
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way as spreadsheets. New in Microsoft Dynamics CRM 2011, both dynamic and stat-
ic Excel spreadsheets include the option to be formatted in such a way that they can
be edited in Excel and have the changes reimported into CRM.

Microsoft Excel Static Spreadsheets

Microsoft Excel static spreadsheets do not get updated with any new Microsoft
Dynamics CRM data when opened again and again. Data in static spreadsheets is
structured and unchanging and, as such, a static spreadsheet offers a saved version
of a data report. In addition, static spreadsheets can be shared with other people
who are not Microsoft Dynamics CRM users.

Business Intelligence Analysis

You can pull out slices or cubes of data and do financial analysis, intense statistics,
analytics, and more. Adding in third-party business intelligence agents, cubes, and
tools allows for functionality not traditionally found in relationship management
applications. The third-party tools can come from companies specializing in busi-
ness intelligence, or you can tap into other products and offerings from Microsoft.

Modifying the Outlook Client for Microsoft
Dynamics CRM

Just as the Microsoft Dynamics CRM core application can be modified and extend-
ed, so can the Microsoft Dynamics CRM Outlook client. Enhancements to Microsoft
Outlook can add usability and allow you to take better advantage of the web-
enabled Microsoft Dynamics CRM. For instance, you can set up special folders to
access other areas of Microsoft Dynamics CRM, and you can change some of the
default folders to favorites. Another way to customize the Microsoft Dynamics CRM
client for Outlook is to extend or fine-tune the synchronization functionality
between Microsoft Dynamics CRM and Microsoft Outlook e-mail, contacts, tasks,
and the calendar.

Mobility

Microsoft Dynamics CRM 2011 has additional support for CRM Mobile Express soft-
ware. Mobile Express is available as a website address, so there is no application to
install, and most mobile devices support it. The mobile form editor allows for cus-
tom forms to be created for mobile users so they can access CRM data from their
mobile device. In addition, Mobile Express allows for mobile salespeople to enter
data while on the go.
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Many third-party ISVs also offer mobility solutions, including the following:
» CWR Mobility, http://online.cwrmobility.com
» softBRIDGE, www.softbridgeinc.com
» Softtrends, www.crmmobileplus.com

» TenDigits, www.tendigits.com

Now that we have covered a number of areas where Microsoft Dynamics CRM On-
Premises and Online can be extended and enhanced, let’s look at when using
Microsoft Dynamics CRM On-Premises as a development platform makes sense.

When Microsoft Dynamics CRM Is a
Good Fit

If you are looking at a development project and you are considering Microsoft
Dynamics CRM, you might want to consider the following big-picture questions.

Does Your Project Require You to Track Any Type
of Relationships?

If yes, the Microsoft Dynamics CRM framework is definitely something to consider.
These relationships can include relationships between two people, relationships
between companies, relationships between a person and a company, relationships
between things, relationships between parts and a final product, and basically the
relationships between any two nouns. Using any other noun than customer is called
using CRM as an xRM framework. The key to a successful xRM project is to find the x
in your xRM. The x in your xRM should be the central hub from which all the data
in your system builds.

Does Your Project Require You to Automate or
Document a Process?

If yes, the Microsoft Dynamics CRM framework is definitely something to consider.
Automated processes can include standardizing the steps that need to happen to

get a project done. Such automated processes can include scheduling and complet-
ing specific activities, historical reference to the completed activities, association of
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specific activities to specific people, tracking of specific activities with a specific per-
son or the automation of alerts and notices, using custom dialogues to complete a
standardized process, and more.

Does Your Project Require Role-Based Feature
and Functional Security and User-Specific or
Office-Specific Limited Data Access?

Built in to the Microsoft Dynamics CRM framework is a multilayered configurable
security system that helps you to control who can do what and who can access
what. Microsoft Dynamics CRM 2011 allows for security on specific custom fields
and allows you to display different forms for different users. In addition, the
Microsoft Dynamics CRM security is tied to Microsoft Active Directory authentica-
tion. (These are features your developers would otherwise have to write and keep
updated.)

Does Your Project Require Long-Term Updates,
Upgrades, and Support?

The Microsoft Dynamics CRM 2011 release methodology includes rollups and a
major upgrade. These upgrades are built to recognize existing customizations and
modifications. In order to support this, you should only make customizations to
your CRM installation in a way that is supported by Microsoft. Any of the methods
mentioned in this book or the CRM SDK are supported. Also provided is the long-
term upgrade and update support, the development control and the CRM SDK, and
the added features you might not have time to write, such as duplicate checking,
user-friendly reporting, integration with Microsoft Office, and layers of data import
options.

Does the Project Lend Itself to a Design of
Parallel Asynchronous Processes That Could
Otherwise Cause Software Bottlenecks and
Performance Issues?

If yes, mastery and access to the Microsoft Workflow Foundation in a user-friendly
interface within Microsoft Dynamics CRM might make sense.
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When the Core of Microsoft Dynamics
CRM 2011 Might Need Additional
Architecture and Design

Now that we have looked at a few areas where Microsoft Dynamics CRM as a devel-
opment platform makes sense, let’s look at areas where further architecture needs to
be added to enhance the core system. If you are looking at a development project
and you think that Microsoft Dynamics CRM is not a good option, you might want
to consider the following big-picture questions.

Does Your Project Require a Layered Rollback
Option?

Microsoft SQL 2005 offered a much more robust and sophisticated option in the
world of the core back-end database and for database maintenance. Microsoft SQL
2005 introduced the ability to take part of a Microsoft SQL Server database offline
for maintenance, while the rest of the database was still up and running, with a ton
of data pouring in. These sophisticated features were not new to the world of huge
databases, but they were new to the world of Microsoft SQL Server. Currently,
Dynamics CRM databases must be restored through SQL database restoration, and
they must be reimported with the Deployment Manager application.

If your project requires a layered rollback option, Microsoft Dynamics CRM 2011 will
most likely require additional architecture.

Does Your Project Require Extensive Financial
Analysis, Balancing, Data-Driven Statistical
Analysis, and Accounting Information?

Microsoft Dynamics CRM is not a statistics-oriented programming language set. If
your project depends heavily on financial information, various formulas, or data
from mathematical equations that creates data for other mathematical equations
that all result in telling the system to do something at a certain time, you most like-
ly will need further architectural design to use Microsoft Dynamics CRM as the base
application.

It is not that Microsoft Dynamics CRM can’t handle this. Instead, you will find that
the core features in this area need additional architecture for you to potentially do
all that you want to do.
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Does Your Project Require Extensive Interaction
with Users Who Are Not Licensed Microsoft
Dynamics CRM Users (For Instance, Integration
with the Internet for Data Collection)?

Numerous accelerators are available to support your efforts to do event manage-
ment and extensive marketing; however, your project might need enhanced archi-
tecture to do what you want it to do.

Skills Required: Who Can Make the
Changes

Now that you have an idea of which projects are a good fit and which projects
should be assigned a Microsoft Dynamics CRM architect, let’s look at what skills are
required to make some of the previously mentioned changes.

Microsoft Dynamics CRM can be modified and extended in different ways, all of
which require different skill sets. A user without much training can add data to the
system and use the application; a user with a little more training can create person-
al workflows; and a user with configuration training can change the look and feel of
the forms, add new entities, and add new fields. However, even with the easiest fea-
tures, it is wise to understand the training requirements and the experience that can
make such a critical difference to the success of a project.

A number of Microsoft Dynamics CRM exams lead to various certifications that
encompass four core skill sets: installation, application, customization, and extend-
ing. Each skill set maps to people with a background in four core areas: develop-
ment/programming, network architecture/infrastructure, CRM consulting/training,
and application architecture. These are high-level categories, but they are important
to keep in mind. Take, for instance, a senior developer/software programmer.
Developers can have many specialties, from the development languages that they
are proficient in to their chosen focus for continued training and mastery. Two dif-
ferent developers can be so different that they are more like comparing apples and
oranges than apples to apples.

To get a better idea of how Microsoft organizes certification, let’s look at some
requirements. The core Microsoft Dynamics Certified Technology Specialist exams
are as follows:

» Extending Microsoft Dynamics CRM 2011

» Microsoft Dynamics CRM 2011 Applications
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» Microsoft Dynamics CRM 2011 Installation and Deployment

» Microsoft Dynamics CRM 2011 Customization and Configuration

Each of the certifications requires you to pass a core exam and certain electives. The
list of exams and electives can be found within CustomerSource or PartnerSource. In
addition, these sites provide excellent study guides and documentation for the
Dynamics CRM exams.

Workshop

Radical Rail and Roofing is a company that installs metal roofs and decorative iron
porch rails. It has a team of 10 people who work in a local area, replacing old roofs
with new, colored roofs and replacing wooden banisters and small fences with deco-
rative iron rails. It also has a sales team, a marketing group, and a number of sub-
contractors and internal artists it tracks. Radical Rail and Roofing takes pride in its
creative, one-of-a-kind railings and the largest selection of colors in the area of
metal standing seam roofs. Radical Rail and Roofing is working with a Microsoft
Dynamics CRM partner, who is installing Microsoft Dynamics CRM so that Radical
Rail and Roofing can keep track of the team schedules and all the choices that its
prospects and clients make (from its wide selection of offerings). Radical Rail and
Roofing also subcontracts some of its services to local artists who create some of the
unique design offerings for its railings, which internal craftsmen then produce.

Radical Rail and Roofing is also extending Microsoft Dynamics CRM to integrate
with its Microsoft Dynamics GP accounting software. It will do quotes, orders, and
invoicing through Microsoft Dynamics CRM integrated with Microsoft Outlook, and
after an invoice has been generated, it will appear in Microsoft Dynamics GP as an
unposted invoice for accounting to review and process. In addition, if accounting
places a client on credit hold, the sales team, using Microsoft Dynamics CRM, will
be notified and will not be able to create a quote or order until the credit hold is
resolved.

Q&A

Q. Are there accounting applications that are a better fit with Microsoft
Dynamics CRM, or can we integrate with our existing accounting software?

A. Some applications are more integration friendly. Just as Microsoft Dynamics
CRM is built to be extended and integrated, your accounting application needs to
have the necessary hooks to allow outside applications to communicate with it.
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We have internal resources that are going to focus on gaining additional
skills in the Microsoft Dynamics CRM area. Where should we focus their
efforts?

Depending on their background, you might want to divide and conquer. A
developer is a good fit for extending the application using the .NET Framework
through plug-ins, customizing form actions through JavaScript, and under-
standing the Microsoft SQL Server database environment. A network adminis-
trator can master all the details of an installation and the long-term mainte-
nance of checking the server logs and dealing with any environment errors. A
technical user or manager who understands the business needs can be trained
to do many customizations of the user interface, such as revising views, editing
drop-down lists, and so on.

Reporting and business intelligence options are important to us. Is Microsoft
Dynamics CRM a good platform for capturing all the data that we might
need for sophisticated analysis?

Yes. Microsoft Dynamics CRM is an excellent repository area for layers of data,
including data that might be of interest to a specific report, to a custom dash-
board or chart, to a Microsoft Excel CRM user, or to some of the more advanced
business intelligence tools. With the ability to create dashboards within the CRM
user interface on the fly, the data in CRM can be viewed in many different ways.

Quiz

1.

Name four areas where a developer can enhance the Microsoft Dynamics CRM
software.

If you want to control what can be changed in your solution, what type of
solution should you use?

Name one reason Microsoft Dynamics CRM is a good choice for a new custom
development project.

What query language can be used to develop reports against the Microsoft
Dynamics CRM database?
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Answers

1. A developer can enhance the Microsoft Dynamics CRM software with Microsoft
Dynamics CRM .NET plug-ins, iFrames, Microsoft Dynamics CRM Workflow,
and Form OnSave/OnLoad.

2. If you want to control what can be changed in your solution, you should use a
managed solution.

3. The development teams would not have to write code to support security and
user authentication. Creation of tables and data entry forms can be done
through a simple user interface; the application framework is supported by
Microsoft.

4. Reports can be created with the Business Intelligence Development Studio of
Visual Studio, using Microsoft Dynamics CRM 2011 BIDS Fetch extension. This
extension uses the query language FetchXML that is native to Dynamics CRM.

Exercise

Think about the people who work in your organization and the resources you have
access to through a Microsoft partner. As you consider these individuals, who would
be a perfect fit to take on the role for your company of Microsoft Dynamics CRM
infrastructure expert, Microsoft Dynamics CRM application expert, and Microsoft
Dynamics CRM extending and developing expert? What about some of the other
categories where you might want to expand, such as an expert on the available
third-party or ISV offerings or an expert on reporting and business analysis? List
these people and interview them regarding their interests and backgrounds.
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explained, 17-20
Business unit access level, 97
business units
explained, 79, 83-84

reorganizing business unit
hierarchy, 85

buttons, customizing, 472-473

calendars, service calendar,
378-379

CALs (client access licenses),
85-86

Campaign Activities view, 200
Campaign entity, 35
campaigns, 179
activities, 188
creating, 189-190
distributing, 191, 202
creating, 180-181
explained, 35

marketing budgets, creating,
195-196

marketing lists

adding members to,
183-185

creating, 182-183, 186

evaluating members
in, 186

How can we make this index more useful? Email us at indexes@samspublishing.com

www.it-ebooks.info


http://www.it-ebooks.info/

488

campaigns

list members, 182
locking, 183

removing members
from, 186

static versus dynamic,
181

planning tasks, 187

quick campaigns, 181,
192-195

reports, 200
responses
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resolving, 363-364

subject line, 348-349, 352
time, capturing, 365, 373
work distribution, 365-370

CEOs (chief executive officers),
13

certification, 481-482

CFOs (chief financial officers), 14
changing field names, 238
charts, 45

chief executive officers (CEOs),
13

chief financial officers (CFOs), 14

chief information officers
(ClOs), 14

chief technology officers
(CTOs), 14

choosing

mail merge templates,
285-287

Microsoft Dynamics CRM,
478-479

ClOs (chief information
officers), 14

client access licenses (CALs),
85-86

clients

Microsoft Dynamics CRM
Mobile Express, 70

Outlook clients, 69, 477
closing cases, 371-373
columns, inserting, 230-231
compliance tools, 459-461

conditional statements in sales
process workflows, 172-173
configuring e-mail, 282
conflicts, scheduling
conflicts, 382

Connection entity. See
connections
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connections, 31
between entities, 47
explained, 31, 37
tracking, 259
Connector for Microsoft
Dynamics, 446
Contact entity. See contacts

Contact Methods field (Contacts
form), 255

contacts, 31. See also activities
connection tracking, 259
Contacts form
customizing, 253
Details section, 253-256

General section,
249-253, 269

Notes and Activities
section, 256-257

converting leads to, 211-216

enhancing contact informa-
tion, 449-451

explained, 31

relationship tracking,
257-258

relationship with
accounts, 154

renaming, 249

synchronizing with Outlook,
316-321

Contacts entity. See contacts
Contacts form
connection tracking, 259
Details section, 253
Billing Information
field, 254
Contact Methods field,
255
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Department field, 254

Marketing Information
field, 255

Originating Lead field, 254
Owner field, 254
Role field, 254

Service Preferences field,
255-256

General section, 249-250
address fields, 252
Currency field, 251-252
customizing, 253
Description field, 253
Job Title field, 251
Parent Account field, 251
phone number fields, 252
Salutation field, 250, 269

Notes and Activities section,
256-257

relationship tracking,
257-258

Contacts section (Account
form), 151

Contract entity. See contracts
Contract form, 342
contracts, 34

associating cases with specif-
ic contracts, 345-346

contract lines, 345
creating, 341-344
explained, 34

relationship with cases and
time, 356-358

Word contracts, 374
conversion feature, 320

Convert Phone Call to Case dia-
log, 359-360

Convert to Case option, 359
converting

activities to campaign
responses, 197-199

leads
to accounts, 135-139

to accounts/contacts,
211-216

core entities. See entities
corporate selling, 163-164
Create action, 96

Create Quick Campaign Wizard,
193-195, 276-277

CRM (Customer Relationship
Management) projects, 4-5, 9
people, 10-11
processes, 11-12
technology, 12-13
CRM Innovation Web2CRM, 440
The CRM Lady, 23
CRM on-premises users, 86
adding multiple users, 89-91
adding single user, 87-88
CRM online users
creating, 91-93
user administration, 94
CRM4Legal, 357
cultures (sales), 161-163
Currency field
Contacts form, 251-252
Lead entity, 133
custom activities, 267-268
custom buttons, 472-473
custom dialogs, 469

custom menus, 472-473
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default reports

custom reports, 433

in Microsoft Dynamics CRM
On-Premises, 433

in Microsoft Dynamics CRM
Online, 434

Customer Care Accelerator, 439

customer service managers,
15-16

customer service
representatives, 16

customers, creating, 198
Customize Entities page, 236
customizing Contacts form, 253
CWR Mobile, 457

dashboards, 45, 409, 476
data enhancement, 409-410
data entry forms. See forms

data fields in mail merge,
291-292

Data Fields button, 289
Data Import Wizard, 125-132
data migration, 444-447

Data Migration Manager (DMM),
445-446

databases
database tools, 458-459
SQL Server databases, 66

decimal precision, 49

default reports, 416
individual-owned reports, 421
navigating, 419-420
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default reports

organization-owned
reports, 421

properties, 421-422
report filters, 418-419
security, 421
viewing data in, 420-421
Delete action, 96
Delete privileges, 97
deleting entities, 39

Department field (Contacts
form), 254

department roles
board of directors (BOD), 13

chief executive officers
(CEOs), 13

chief financial officers
(CFOs), 14

chief information officers
(ClOs), 14

chief technology officers
(CTOs), 14

customer service managers,
15-16

customer service
representatives, 16

marketing managers, 16
marketing professionals, 16
sales executives, 15

sales managers, 14-15
salespersons, 15

associating leads with,
140

capturing leads, 206-210

converting leads to
accounts/contacts,
211-216

entering leads, 206-210

entering notes, 217-218
final planning, 218-219
needs of, 205-206

Description field (Contacts
form), 253

Details field (Lead entity), 134
Details section
Account form, 149-150
Contacts form, 253

Billing Information
field, 254

Contact Methods field,
255

Department field, 254

Marketing Information
field, 255

Originating Lead field, 254
Owner field, 254
Role field, 254

Service Preferences field,
255-256

Lead entity, 134
development, 71
dialogs, 53-54, 58, 469
displaying. See viewing
distributing

campaign activities, 191, 202

leads, 132

work, 365-370

DMM (Data Migration Manager),
445-446

documentation of processes,
11-12

documents, creating with merged
data from account, 301-303

drop-down list values, 239
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dynamic marketing lists, 181

Dynamic PivotTables, exporting to
Excel, 406-407

dynamic spreadsheets, 476-477

dynamic worksheets, exporting to
Excel, 405-406

Dynamics Marketplace, 475-476

e-mail
bulk e-mail, 49
CAN-SPAM Act, 281
capturing, 271-272
configuring, 282
HTML e-mail, sending, 451
mail merge

data fields, 291-292

enabling macros for,
294-295

example: creating
document with merged
data from account,
301-303

example: sending follow-
up letter to lead,
295-300

Reconnect with Contacts -
Gift Certificate Template,
304-306

templates, 285-290

Personal Address Book,
281-282
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sending
bulk e-mail, 276-279
multiple messages,
274-280

single messages,
272273

synchronizing with Outlook,
314, 321

templates
creating, 280
editing, 371
E-mail activities, 264-265
e-mail router software, 68-69

EAI (enterprise application
integration) software, 438

editing
e-mail templates, 371

sales process workflows,
175-176

views, 240-242
effectiveness of support, 346-348

employee self-service client
access license (CAL), 86

enabling
auditing, 460-461
macros, 294-295

enhancing contact information,
449-451

entering leads, 206-210

enterprise application integration
(EAI) software, 438

entities
Account. See Account entity
Activity, 33-34
Campaign, 35

Case. See cases

Connection. See connections
Contact. See contacts
Contract. See contracts
definition of, 38

deleting, 39

goals, 48

ignoring, 39

Lead, 32

associating with
salespersons, 140

converting to Account and
Contact, 211-216

converting to Account
entity, 135-139

creating, 206-210
Details section, 134
distributing, 132
explained, 121-122
General section, 133-134
importing, 122-132, 140

Preferences section,
134-135

Opportunity, 32-33
ownership of, 54
Queue, 35

Service Schedule, 34

software development
process, 48-49

User, 36
views, 44
eOne, 442, 447
equipment, defining, 386
evaluating marketing list
members, 186

491

exporting to Excel

events
OnChange, 252, 469-471
OnLoad, 469
OnSave, 469
ExactTarget, 451
Excel
connectivity, 453

dynamic spreadsheets,
476-477

exporting to
Advanced Find, 398-402
dashboards, 409

data enhancement,
409-410

Dynamic PivotTables,
406-407

dynamic worksheets,
405-406

explained, 395-397
outside data, 408

reusing and sharing
spreadsheets, 408

static worksheets,
403-404

importing data from,
122-125, 140, 220

static spreadsheets, 477
exporting to Excel

Advanced Find, 398-402

dashboards, 409

data enhancement, 409-410

Dynamic PivotTables,
406-407

dynamic worksheets,
405-406

explained, 395-397
outside data, 408
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exporting to Excel

reusing and sharing
spreadsheets, 408

static worksheets, 403-404

extended relationship
management (xRM), 12

extending core Microsoft
Dynamics CRM code, 466

accounting software,
475, 482

business intelligence
analysis, 477

custom dialogs, 469

dashboards and reporting,
476

Excel dynamic spreadsheets,
476-477

Excel static spreadsheets,
477

iFrames, 471-472

Microsoft Dynamics
Marketplace, 475-476

mobility, 477-478

Outlook client, 477
plug-ins, 467

scripts, 469-470
SharePoint integration, 474
Silverlight, 473

skills required, 481-482
solutions, 466-467

user interface menus and
buttons, 472-473

web page integrations, 475
when to extend, 480-481
workflows, 468-469

external web sources, integrating
Microsoft Dynamics CRM with,
439-440

F

facilities, defining, 386
Fax activity, 262-263, 269

Federal Trade Commission (FTC)
CAN-SPAM Act, 281

field-level security, 54
fields
changing names of, 238
drop-down list values, 239
field-level security, 54
inserting, 232-237
moving, 226-228
removing, 224-226
security, 111-114
files, adding as reports, 429-431
filtered views, 66
filters
creating, 244
report filters, 418-419
view filters, 50-51
final planning, 218-219
follow-up letters
creating, 217
sending to leads, 295-300
forms, 46
Account, 143-144
Contacts section, 151
Details section, 149-150
General section, 147-149

left navigation pane,
144-145

main entry screen, 146
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Notes & Activities section,
152

Preferences section,
153-154

behavior, 469-470
columns, inserting, 230-231
Contract, 342
fields
changing names of, 238
drop-down list values, 239
inserting, 232-237
moving, 226-228
removing, 224-226
filters, creating, 244
iFrames, 233, 471-472
properties, 234-235
scripts, 469-470
structure of, 223-224
subgrids, inserting, 228-230
views
creating, 239-244
editing, 240-242

FTC (Federal Trade Commission)
CAN-SPAM Act, 281

full campaigns, 35

full client access license
(CAL), 85

General section
Account form, 147-149
Contacts form, 249-250
address fields, 252
Currency field, 251-252
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customizing, 253
Description field, 253
Job Title field, 251
Parent Account field, 251
phone number fields, 252
Salutation field, 250, 269
Lead entity, 133-134
global audit settings, 460

globally unique identifiers
(GUIDs), 156

goals, 48
groups, resource groups, 385-386

GUIDs (globally unique
identifiers), 156

history of CRM (Customer
Relationship Management), 3-4

Hoover, 450-451
HTML e-mail, sending, 451

iFrames, 233, 471-472
ignoring entities, 39

Import from Microsoft
feature, 122

Import Template, 410
Import Wizard, 445

importing, 56
campaign responses, 199

from Excel Spreadsheets,
220

leads, 122-132, 140
Inaplex, 442

independent software vendors
(ISVs), 441-442, 467

individual sales processes, 170

individual-owned reports, 421

infrastructure components, 65
application software, 65-66
e-mail router software, 68-69

Microsoft SQL Reporting
Services (SRS), 67

Microsoft Windows Server, 68

Mobile Express, 70

multitenant support, 67

Outlook clients, 69

SQL Server databases, 66
inserting

columns, 230-231

drop-down list values, 239

fields, 232-237

subgrids, 228-230
integration

with accounting applications

business context, 440

technical context,
440-441

bridge software, 437-438

Connector for Microsoft
Dynamics, 446

data migration, 444-447

Data Migration Manager
(DMM), 445-446

493
Lead entity

with external web sources,
439-440

Import Wizard, 445

integration-independent
software vendors, 441-442

points of contact, 438
integration options, 72

integration-independent software
vendors, 441-442

internal alerts, 329-332

ISVs (independent software ven-
dors), 441-442, 467

J-K

Job Title field (Contacts
form), 251

KBAs (Knowledge Base articles),
349-351

Keelio Software, 442

Knowledge Base articles (KBAs),
349-351

L

layout of reports, 421
Lead entity, 32

associating with
salespersons, 140

converting to Account and
Contact, 211-216

converting to Account entity,
135-139

creating, 206-210
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Lead entity

Details section, 134

distributing, 132

explained, 121-122

General section, 133-134

importing, 122-132, 140

Preferences section, 134-135
leads

associating with
salespersons, 140

capturing, 206-210

converting to accounts,
135-139

converting to accounts/
contacts, 211-216

Details section, 134
distributing, 132
entering, 206-210
explained, 32, 121-122
General section, 133-134
importing, 122-132, 140
importing from Excel
Spreadsheets, 220

originating lead, 254
Preferences section, 134-135

sending follow-up letters to,
295-300

left navigation pane (Account
form), 144-145

Letter activity, 266
letters
Letter activity, 266

mail merge follow-up letters,
creating, 217

LinkedIn, 450-451

list members, 181-182

adding to marketing lists,
183-185

evaluating, 186

removing from marketing
lists, 186

lists, marketing lists, 51-52
adding members to, 183-185
adding to campaigns, 186
creating, 182-183
evaluating members in, 186
list members, 182
locking, 183
removing members from, 186
static versus dynamic, 181

locking marketing lists, 183

Look Up Record dialog, 184, 370

lookups, 251

Macro Settings dialog, 294
macros, enabling, 294-295
mail merge
data fields, 291-292
enabling macros for, 294-295

example: creating document
with merged data from
account, 301-303

example: sending follow-up
letter to lead, 295-300

templates
choosing, 285-287
creating, 288-289
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managing, 290

Reconnect with Contacts -
Gift Certificate Template,
304-306

sharing, 290

mail merge follow-up letters,
creating, 217

mail. See e-mail

main entry screen (Account
form), 146

maintaining security roles,
98-105, 116

Manage Members window, 183
managed solutions, 467
management

customer service managers,
15-16

mail merge
data fields, 291-292
templates, 290
marketing managers, 16
marketing professionals, 16
sales managers, 14-15
scheduling conflicts, 382
support management, 341
contracts, 341-346
Knowledge Base, 349-351

profitability and effective-
ness, 346-348

subjects, 348-352

marketing budgets, creating,
195-196

marketing campaigns, 179
activities, 188
creating, 189-190
distributing, 191, 202
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creating, 180-181

marketing budgets, creating,
195-196

marketing lists
adding, 186

adding members to,
183-185

creating, 182-183

evaluating members
in, 186

list members, 182

locking, 183

removing members
from, 186

static versus dynamic,
181

planning tasks, 187

quick campaigns, 181,
192-195

reports, 200
responses

converting activities to,
197-199

creating manually, 197
importing, 199
templates, 192
tracking steps, 199

Marketing Information field
(Contacts form), 255

marketing lists, 51-52
adding members to, 183-185
adding to campaigns, 186
creating, 182-183
evaluating members in, 186
list members, 182
locking, 183

removing members from, 186

static versus dynamic, 181
marketing managers, 16
marketing professionals, 16
maximizing support profitability

and effectiveness, 346-348

menus, customizing, 472-473
Microsoft .NET 4.0, 70
Microsoft Bl offerings, 455

Microsoft BizTalk CRM
adapter, 442

Microsoft CodePlex website, 439

Microsoft Dynamics Certified
Technology Specialist
exams, 481

Microsoft Dynamics CRM
Developer Center, 23, 62

Microsoft Dynamics CRM exams,
481-482

Microsoft Dynamics CRM Mobile
Express, 70

Microsoft Dynamics CRM
On-Premises, 433

Microsoft Dynamics CRM Online,
63, 434

Microsoft Dynamics CRM Partner
Hosted, 64

Microsoft Dynamics CRM
Resource Center, 23

Microsoft Dynamics CRM Team
Blog, 23

Microsoft Dynamics CRM Video
Gallery, 23

Microsoft Dynamics Marketplace,
357,475-476

Microsoft Excel. See Excel
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negative pricing

Microsoft Outlook. See Outlook
integration

Microsoft SQL Reporting Services
(SRS), 67

Microsoft SQL Server, 458
Microsoft Windows Azure, 64
Microsoft Windows Server, 68

Microsoft Windows Workflow
Foundation (WWF), 70, 468-469

Microsoft Word. See Word
migrating data, 444-447
Miller Heiman, 163, 177
Mobile Express, 70
mobile solutions, 455-456
CWR Mobile, 457
MobileAccess, 457
MobileExpress, 456-457
MobileAccess, 457
MobileExpress, 456-457
mobility, 319, 477-478
moving fields, 226, 228

multiple e-mail messages,
sending, 274-280

multitenant support, 67

My Active Mail Merge Templates
view, 287

My Activities view, 260-261

NAICS (North American Industry
Classification System), 149

names, field names, 238
navigating reports, 419-420
negative pricing, 49
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.NET 4.0

.NET 4.0, 70

new features
bulk e-mail, 49
data import/export, 56
decimal precision, 49
dialogs, 53-54
dynamic marketing lists,

51-52

negative pricing, 49
opportunity enhancements,
50
queue enhancements, 52-53
recurring appointments, 51
SharePoint integration, 57
solutions management, 55-56
Ul (user interface), 43-44
charts, 45
dashboards, 45
entity architecture, 47-49
entity views, 44
forms, 46
Office ribbon, 44
view filters, 50-51
workflows, 53-54
Nolan, 442
normalized data, 122

North American Industry
Classification System
(NAICS), 149

notes, associating with
records, 220

Notes & Activities section
Account form, 152
Contacts form, 256-257

o

Office ribbon, 44
Office Ribbon Editor, 473
OLAP cubes, 453

On-Premises Microsoft Dynamics
CRM, 62

on-premises users, 86
adding multiple users, 89-91
adding single user, 87-88
OnChange event, 252, 469-471

online analytical processing
(OLAP) cubes, 453

online users

creating, 91-93

user administration, 94
OnLoad event, 469
OnSave event, 469
opportunities

explained, 32-33

new features, 50

tracking, 164-165
Opportunity entity, 32-33
Organization access level, 97
organization-owned reports, 421
organizing reports, 432-433
Originating Lead field (Contacts

form), 254

Outlook clients, 69, 477
Outlook integration

conversion feature, 320

Microsoft Dynamics CRM for
Outlook options, 309-310
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synchronization
appointments, 314
architecture, 310
attachments, 321
contacts, 316-321
e-mail, 314, 321
mobility, 319

Synchronization tab,
311-312

tasks, 312-313
troubleshooting, 319-320
Owner field (Contacts form), 254

ownership
explained, 254
of entities, 54
of records, 79-80

team ownership, 254

P

Parent Account field (Contacts
form), 251

parent accounts, 155
Parent/child access level, 97
Performance Methods, 163
PerformancePoint, 454
permissions for reports, 421
Personal Address Book, 281-282
Pervasive Data integrator, 441
Phone Call activity, 263-264

Phone Call activity record, creat-
ing, 358-364
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phone number fields (Contacts
form), 252

PivotTables, 406-407, 476-477

placement. See application
placement

planning tasks, 187
plug-ins, 467
points of contact, 438
Preferences section
Account form, 153-154
Lead entity, 134-135
prices, negative pricing, 49
privileges, 80, 97-98
proactive time capturing, 365
processes
automating, 22-23, 478

automating with workflows,
332-338

capturing, 22-23

documenting, 11-12

explained, 17-20
profitability of support, 346-348
projects (CRM), 9

people, 10-11

processes, 11-12

technology, 12-13
properties

form properties, 234-235

report properties, 421-422
prospects, 36-37

publishing sales process
workflows, 173-175

Q

Queue entity, 35
queues
creating, 366
explained, 35
new features, 52-53
quick campaigns, 35, 181,
192-195

Rating field (Lead entity), 134

reactive time capturing, 365

Read action, 96

Read privileges, 97

read-only client access license
(CAL), 86

Reconnect with Contacts - Gift
Certificate Template, 304-306

records

ownership, 79-80

sharing, 105-108

viewing audit details for, 461
recurring appointments, 51

redefining Account entity,
156-157

relationship management
software (xRM), 71

relationships
explained, 37
tracking, 257-258, 478

497

reports

removing
fields, 224-226

members from marketing
lists, 186

renaming
Account entity, 40
contacts, 249
reports, 435

reorganizing business unit
hierarchy, 85

Report Filtering Criteria screen,
418-419

report filters, 418-419
Report Wizard, 423-428
reporting, 476
reports
accessing, 417
adding files/web pages as,
429-431
campaign reports, 200
creating, 423-428
custom reports, 433

in Microsoft Dynamics
CRM On-Premises, 433

in Microsoft Dynamics
CRM Online, 434

default reports, 416
definition of, 415
individual-owned reports, 421
layout, 421
navigating, 419-420
Online versus On-Premises
features, 416
organization-owned
reports, 421

How can we make this index more useful? Email us at indexes@samspublishing.com

www.it-ebooks.info


http://www.it-ebooks.info/

498

reports

organizing, 432-433

properties, 421-422

renaming, 435

report filters, 418-419

Report Wizard, 423-428

running, 417-418

security, 421

sharing, 428-429

snapshots, 431

viewing data in, 420-421
Resolve Case dialog, 364
resolving cases, 363-364

resource groups, defining,
385-386

responses (campaign)

converting activities to,
197-199

creating manually, 197
importing, 199
responses to e-mail,
capturing, 283

reusing spreadsheets, 408
ribbon (Office), 44
ribbon editor toolkit, 473
Richardson, 163
RMAs, 374
Role field (Contacts form), 254
roles
board of directors (BOD), 13
chief executive officers
(CEOs), 13
chief financial officers
(CFOs), 14

chief information officers
(ClOs), 14

chief technology officers
(CTOs), 14

customer service managers,
15-16

customer service
representatives, 16

marketing managers, 16
marketing professionals, 16
sales executives, 15

sales managers, 14-15
salespersons, 15

associating leads with,
140

capturing leads, 206-210

converting leads to
accounts/contacts,
211-216

entering leads, 206-210

entering notes, 217-218

final planning, 218-219

needs of, 205-206
security roles

access levels, 96-97

actions, 96

explained, 81-83, 95-96

maintaining, 98-105, 116

privileges, 97-98

S

sales cultures, 161-163
sales executives, 15
sales managers, 14-15
sales percentages, 165
sales process
corporate selling, 163-164

individual sales
processes, 170

opportunity tracking, 164-165
sales cultures, 161-163
sales percentages, 165
sales stages

adding steps to stages,
170-171

adding to workflows,
169-170

conditional statements in,
172-173

explained, 165-167
sales styles, 161-163
workflows

activating, 177

adding sales stages to,
169-170

adding steps to stages,
170171

conditional statements in,

rollbacks, 480
rollups, 479
routers (e-mail), 68-69

running reports, 417-418
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172-173
creating, 167-168
editing, 175-176
publishing, 173-175

sales stages

adding steps to, 170-171
adding to workflows, 169-170
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conditional statements in,
172-173

explained, 165-167
sales styles, 161-163
salespersons, 15
associating leads with, 140
capturing leads, 206-210

converting leads to
accounts/contacts, 211-
216

entering leads, 206-210
entering notes, 217-218
final planning, 218-219
needs of, 205-206

Salutation field (Contacts form),
250, 269

Sandler Sales, 163
scheduling
conflicts, managing, 382
explained, 377

facilities and equipment,
defining, 386

resource groups, defining,
385-386

service calendar, 378-379
services
creating, 379-382
setting up, 387-391
staff availability, 383-384
Scribe Insight, 441
scripts, 469-470

SDK (Software Development
Kit), 466

search criteria, 399-400
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Software Development Kit (SDK)

security
address book security, 282
business units
explained, 79, 83-84
reorganizing business unit
hierarchy, 85

field-level security, 54
fields, 111-114
goals, 77
ownership of entities, 54
privileges, 80
record ownership, 79-80
record sharing, 105-108
reports, 421
security roles
access levels, 96-97
actions, 96
explained, 81-83, 95-96
maintaining, 98-105, 116
privileges, 97-98
teams, 79, 109-110
users, 79, 85

CALs (client access
licenses), 85-86

CRM on-premises users,
86-91

CRM online users, 91-94

sending
e-mail

bulk e-mail, 276-279

multiple messages,
274-280

single messages,
272-273

follow-up letters to leads,
295-300

HTML e-mail, 451

service activities, creating,
379-382

service calendar, 378-379
service cases. See cases
Service Design Network, 348

Service Preferences field
(Contacts form), 255-256

Service Schedule entity, 34
service tickets. See cases
services
asynchronous services, 70
creating, 379-382
scheduling. See scheduling
service cases. See cases
setting up, 387-391
Share action, 96
SharePoint integration, 57, 474
sharing
mail merge templates, 290
records, 105-108
reports, 428-429
spreadsheets, 408
Show Conflicts icon, 382
showing. See viewing

SIC (Standard Industry
Codes), 149

Silverlight, 473

small business versus big
business, 72

SmartConnect, 442
shapshots, report snapshots, 431

Software Development Kit
(SDK), 466
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software development process

software development process,
48-49

software packages (CRM), 4-5

software. See specific software
solutions, 466-467

solutions management, 55-56

Source field (Lead entity), 134
spreadsheets

dynamic spreadsheets,
476-477

importing leads from,
122-125, 140

reusing, 408

sharing, 408

static spreadsheets, 477
SQL Reporting Services (SRS), 67
SQL Server, 458
SQL Server 2008 R2, 453
SQL Server databases, 66
SRS (SQL Reporting Services), 67

staff availability, defining,
383-384

stages of sales
adding steps to, 170-171
adding to workflows, 169-170

conditional statements in,
172-173

explained, 165-167

Standard Industry Codes
(SlIC), 149

states, wait states, 175
static marketing lists, 181
static spreadsheets, 477

static worksheets, exporting to
Excel, 403-404

subaccounts, 155
subgrids, inserting, 228-230

subject line (in cases),
348-349, 352

support management, 341
contracts

associating cases with
specific contracts,
345-346

contract lines, 345
creating, 341-344
Knowledge Base, 349-351

profitability and effectiveness,
346-348

subjects, 348-349, 352

synchronization with Outlook
appointments, 314
attachments, 321
contacts, 316-321
conversion feature, 320
e-mail, 314, 321
mobility, 319

synchronization
architecture, 310

Synchronization tab, 311-312
tasks, 312-313
troubleshooting, 319-320

Synchronization tab (Organization
Information screen), 311-312

system views
adding, 242-244
creating, 239-240
editing, 240-242
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T

Target IT, 455
Task activity, 261
tasks
planning tasks, 187

synchronizing with Outlook,
312-313

teams, 79
creating, 367-368
distributing work to, 365-366
ownership of entities, 54
security, 109-110
team ownership, 254
technical context, 440-441
technology in CRM (Customer
Relationship Management)
projects, 12-13
templates
campaign templates, 192
e-mail templates
creating, 280
editing, 371
Import Template, 410
mail merge templates
choosing, 285-287
creating, 288-289
managing, 290

Reconnect with Contacts -
Gift Certificate Template,
304-306

sharing, 290
tenants
architecture, 64-65
definition of, 64

multitenant support, 67
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territories, 150
“think CRM” approach, 465-466
time

capturing, 365, 373

relationship with contracts
and cases, 356-358

tools. See specific tools
Topic field (Lead entity), 133
tracking
campaign steps, 199
connections, 259
e-mail, 271-272
opportunities, 164-165
relationships, 257-258, 478
transparency, 13

troubleshooting Outlook, 319-320

U

Ul (user interface), 43-44
charts, 45
dashboards, 45
entities

connections, 47
goals, 48

software development
process, 48-49

views, 44
forms, 46
Office ribbon, 44
unmanaged solutions, 467
updates, 479
upgrades, 479

Use Advanced Find to Add
Members option, 184-185

Use Advanced Find to Evaluate
Members option, 186

Use Advanced Find to Remove
Members option, 186

User access level, 97
User entity, 36

user interface. See Ul
users, 85

CALs (client access licenses),
85-86

CRM on-premises users, 86

adding multiple users,
8991

adding single user, 87-88
CRM online users

creating, 91-93

user administration, 94
distributing work to, 365-366
explained, 36
security, 79

utilities. See specific utilities

Vv

view filters, 50-51
viewing
audit details, 461
report data, 420-421
scheduling conflicts, 382
views
creating, 239-244
editing, 240-242
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Word

entity views, 44
filtered views, 66

My Active Mail Merge
Templates, 287

My Activities, 260-261

w

wait states, 175

WCF (Windows Communication
Foundation), 48

web pages
adding as reports, 429-431
web page integrations, 475
Web Resources, 235-236

web sources, integrating
Microsoft Dynamics CRM with,
439-440

Web2CRM, 440

when to use Microsoft Dynamics
CRM, 478-479

Windows Communication
Foundation (WCF), 48

Windows Server, 68

Windows Workflow Foundation
(WWF), 70, 468-469

wizards

Create Quick Campaign
Wizard, 193-195, 276-277

Data Import Wizard, 125-132

Import Wizard, 445

Report Wizard, 423-428
Word

contracts, 374

macros, enabling, 294-295
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Word

mail merge
data fields, 291-292
templates, 285-290

Word 2007 versus Word
2010, 307

work, distributing, 365-370
Workflow Foundation, 468-469
workflows, 53-54, 58, 150

asynchronous processes,
324

automating processes with,
332-338

benefits of, 325

book chapter process
workflow, 332-338

for closing cases, 371-373

creating, 325-329, 468-469

definition of, 323-324
examples of, 324
internal alerts, 329-332
limitations of, 325
for sales process
activating, 177
adding sales stages to,
169-170
adding steps to stages,
170-171

conditional statements in,

172-173
creating, 167-168
editing, 175-176
publishing, 173-175

worksheets, exporting, 403-404

Write action, 96

Write privileges, 97
WWF (Windows Workflow
Foundation), 70, 468-469

X

XRM (extended relationship
management), 12, 71

XRMVirtual User group, 48

ZAP Technology, 454
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