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Introduction to CRM
Concepts and Solutions

* Edition

= Sales Module

= Customer Service Module
= Customization
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What iS CRM? Lead & Opportunity Management

Sales Force Automation Customer Tracking, Contact Info,

Activity Management

Direct marketing, Automated

M arketi ng AUtomati on micro-marketing, Campaign

Management, Data mining, etc.

Help desk & call center, Web self-

Customer Service service, field dispatch, knowledge
base
Partner/Channel Management Lead Routing, Material

distribution, catalog syndication

Doc share, Email, Customer

Knowledge Management Collaboration, White papers,
Q&A, etc.

Order entry & status, pricing &
Order Management configuration, inventory

availability, delivery management

Software Requirements

= Servers:
= Windows 2000 SP4 or Windows Server 2003
= SQL 2000 Server SP3
= Exchange Server 2000 or 2003

@ Clients:
= Office 2000 or 2003
= Windows 2000/XP
= |E 6.0 SP1
= Microsoft SQL Server Desktop Engine (MSDE)

= Component:
= MSMQ
= Indexing Service
= 1S 6.0
= MDAC 2.71a/2.8
MSXML 4.0 SP2
= Microsoft .NET Framework 1.1
Crystal Report 9.2.2 (Customize Report)
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Introduction to CRM
Concepts and Solutions

Edition

Sales Module

Customer Service Module
Customization

Mlcrosoft CRM Sales Factsheet

Microsoft Outlook Integration

Complete customer view

Leads Routing

Opportunities, Sales Activities Management
Sales Process management

Product Catalog

Order management: Quotes,Orders and Invoices
Quotas

Territory Management

Reports (120 standard pre-formatted reports)
Sales Literature

Competitor Tracking

Workflow

Correspondence and mail merge

Integration with Microsoft Business Solutions



Microsoft CRM Sales Module

a Microsoft Business Solutions CRM - Microsoft Internet Explorer

@ Lsacs Find Leads: \
£ L
\'”5 Opportunities \L ‘~_C
: M | Mame Topic Status Reason Created On =
[ Accounts
B € Hagemann, Matthew Good prospect For Frames Mew 511704 7136 AM
5] contacts > @ Duer, Bamard They have an on-lne store only for ma...  New 5/17/04 7:36 AM
uf competiors P @ Harington, Kimberly  Store is expanding - send new iterature  New 5/17/04 7:36 AM
> @ \argas, Mieves Mew skore opened this year - Follow up Mew S/17/04 7136 AM
5 Products
P @ Bates, Karel Mew store opened this year - follow up— Hew 51704 7136 AM
(&) Sales Literature > @ Hirota, Nancy Will be ordering about 4 bikes this vear.  Mew S/17/04 7136 &M
L_:B i b @ Stotler, Kayla 50 mountain bikes Mew 51704 7136 AM
> @ Higa, Sidney Good prospect for Frames Mew S/17/04 7136 AM

\LMme's— b @ Stevens, LizaMarie Wil be ordering about 52 bikes this vear. ew S/17j04 7:36 AM
@j Invoices > @ Bidelman, Chris Will be ordering about 174 bikes this ve.., MNew S/17/04 7136 AM

b & requierdo, Felipe Good prospect for frames Mew 5/17/04 7:36 AM

Quick Create :‘IO’\ RISy =

1 of 50 selected, Fage 1 =

Ml # a b cde F gh i i k| mnoop gt s b u v w x y 2

Sales: Lead Manager

View: | Al Leads

y

Workplace . s 5 Service Reports
i \ e

i Servize s
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Sales Process Standard: Example
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Sales for Outlook Client Synchronization

Server
Environment

A
Online Sync

+ S 1E

] Sync — é C:)

— Change AIE

Continuousl - 5 3

y 3 [0

Standard Outlook Sales For Outlook
' Folders Component CRM Web App
. Outlook Client
Going offline
| Client

Environment

Introduction to CRM
Concepts and Solutions

= Edition

= Sales Module

= Customer Service Module
= Customization



Microsoft CRM Customer Service
Factsheet

Case Management

Service requests

Queue

Routing and workflow
Searchable knowledge Base
Contract Management

E-mail management (include auto-response e-
mail)

Product Catalog
Reports

Integration with Microsoft Business Solution
Financials

Queues
D ﬂ User 1
& g
. In Progress
Casel g Personal
User 1 ;
= Action - Queue
8 —
Assigned

Personal I
e

Assigned Public
or Personal Queue
(Waiting for Action)



Workflow Manager

¥ workflow Rule -1ol x|
Edit a Workflow Rule

Pro & name and description for this record in addition ng th hat wil trigaer the: uls,

Rule name ITest wait for object condition

Rule description I

[~Common Tasks When lead is created

4 Insert Condition Lead.addrassl_postalesde »= 50000
then
Assign to:  Erickson, Gail

o Insert Action
£ Email To:Erickson, Gail;Subject:new lead assigned

else if
E Edit Selected lead.addressl postalecode < 50000
then
hssign ta:  Curry, Jose
0 Delete Selscted Email To:Curry, Jose;Subject:new lead assigned
end if

[l I

Help Cancel
o eS8 %S S || Erosis.. | CaMost .. |[FMicrosat .. Bpocumentt... 101

Knowledge Base: Article Life Cycle

KB Manager ﬁ !

KB Manager
Published
Folder

Submit

KB Manager
Draft Unapproved
Folder Folder

Revise




Introduction to CRM
Concepts and Solutions

» Edition

= Sales Module

» Customer Service Module
= Customization

MSCRM Customization

> Application Integration
= Custom Menus, Buttons and forms

= Extensibility using Web Services

Desighed to be enhanced through connection to value-
added web service and other applications, using standard
APIs, SOAP, and XML

= Workflow Manager/Sales Process



Customize Views

a Microsoft Business Solutions CRM - Microsoft Internet Explorer

€0 Leads
\'”5 Oppottunities

| Accounts

Sales: Contact Manager

™ FulNams ~ A7 L FIEEE 2
v [ as,aa wide World Importers

[&] Contacts P Email :
¥ compstitors ik 2: L2
Phone :
Li.. W% fae
Phone ;
& .
¥5 Sales Literature State/Province : Fan:
Bas T o
Code :
L& Orders
b5 abokous, Hazem ERRsamied
M >[5 Ashton, Chris Contasa, Ltd,

P[5 Berch, Marian

Quick Create B [5]  cendni, Andrew Northwind Traders 353-555-0173 LI

[Contact — [w] 10F 17 selected. Page 1

Ml # a b cde F gh i i k| mnoop gt s b u v w x y 2

Workplace Reports

Dane [ |BE ocalintranet 7

Customize Menus and Buttons

Home: My Home Page

Home

Account: New

‘Warkplace L4

Sales 4

@‘ My Home Page

Settings

g- Settings
B v R

Service

Reports

Other Fhone [
Wb Sits [

Account Mumber

Parent Account

Primary Conkact

Relationship Type

Address

fiddress Mame [ ] emmostalcode [
Quick Create
[comat  [w] city [ ] shiopingmethed [ ]|
ontacl v

State/Province

Freight Terms

ervice
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Using Web Services

B viorkflow Rule _ o) x|
Edit a Workflow Rule

Pravide a name and description far this record in addition to selecting the event that will tigger the rule.

Rule name |PostuRLExampIe

Rule description I

[ Common Tasks | yy— opportunity is created

PostUrl: http:f/lecalhost/PostURLExample/Servicel.asux/CreateFile
it Insert Condition

ﬁ Insert Action
i Wiew selected

5] Delete Selected

S| H

Help Close

ﬂ“ SHEan EHS R H & Microsoft B... | [gMicrosoft C... || T Microsoft ... GJcicRMcu.., 11

Microsoft CRM Integration for Great Plains system overview

Microsolt CRM System

Windows XP-& Offce XP
Microsoft CRM Client

(Databases: Microsoft Client
CRM, Microsalt CRA
Intagration,  BizTallk
e Sereer, and Microsof
Active Dirmctory Domain Greai Fiains)
Coriroller Intemal DME I

Microsoft CRM
Microsort CRM Sarver Intagralian for Great
Foains Sarvar with
Microsoft BETak Server
Z00E Parmer Edition

Exchange Sarver with
Microsoft CRM-
Exchargs E-mail Routar

Microsoft S0 Server Micresoft Graat Plains

22
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Microsoft CRM Target Market

Global, Major &
Strategic Accounts

Corporate Accounts
>500 PCs
>1000 Emp

Mid Market

*Upper 250-500 PCs, 500-1000 Emp
*Core 50-250 PCs, 100-500 Emp
sLower 25-49 PCs, 50-99 Emp

Small Business
*Core 5-24 PCs, 11-49 Emp
sLower <5 PCs, 1-10 Emp

STRATEGIC

MAJOR

CORPORATE |

MIDMARKET

SMALL
BUSINESS

Mid-market Needs Its Own CRM

STRATEGIC

MAJOR

CORPORATE

MIDMARKET

SMALL
BUSINESS

= Mid-market Requirements

Rich functionality

Far lower TCO - “ready to run”

Native integrations - Office, ERP, Web
“Mid-market ready” tools and training
Local service and support

@ Typical deployments

25-500 employees, 15-150 CRM seats

= Teams that need to work together better
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CRM Midmarket* penetration
expected to surpass ERP by 2005

@ CRM Penetration B ERP Penetration

2001 2002 2003 2004 2005

* 50-500 employees
Source: AMI US-only

Main barriers to successful CRM
implementation

@ Lack of user input at the design stage.
@ Difficulty in integrating old and diverse systems.

@ Insufficient understanding of the functionalities of the
system in the initial stages.

@ The client being not specific about system needs when
implementation is already underway. This causes delays
and cost overruns.

@ The economic and political power of information prevents
free sharing of data.
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