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Introduction

Flis book is about Microsoft Dynamics CRM version 4, which we refer to
as simply Microsoft CRM or just CRM. We assume that Microsoft CRM
just showed up on your desktop computer or notebook. Chances are, you
already have some experience with one or more of the popular predecessors
to CRM — ACT, GoldMine, SalesLogix, or an earlier release of Microsoft CRM.
Maybe you thought your Outlook was actually a CRM system. (It isn’t.) Or
maybe you’ve never had any kind of CRM system — and never wanted one
either. In any event, now you have to get yourself up and running with this new
software. If you relate to any of this, Microsoft CRM 4 For Dummies is for you.

If you're a technical type looking for help with installation, integration, or
serious customization, you’ll need more than just this book. You’ll need some
technical references, an experienced dealer, and some time.

If nothing else, Microsoft CRM is an organizational tool. Whether you’re in
sales, marketing, customer service, or management, this software will pro-
vide a significant return on your investment — whether that investment is
money or time. Beyond that, if you’ve fallen in love with Microsoft Outlook
and refuse to relinquish it, relax. Not only can you still use Outlook, it’s one of
the primary means by which you’ll communicate with Microsoft CRM.

How CRM Fits in the Market

Microsoft came to the CRM market seemingly a little late but with a system
built on a platform called .NET. With CRM, you work in networked mode or in
offline mode. Networked mode doesn’t require a direct connection to your
office file server. In fact, with .NET technology, networked actually means
connected to the server through the Internet. Offline mode also takes great
advantage of the Internet but enables you to work while disconnected by
using a tool that Outlook users will find familiar.

And, now, Microsoft has an answer for all those users clamoring for a hosted
version of its software. With the release of version 4, Microsoft is also offering
CRM Live — a hosted version of essentially the same software you can pur-
chase and install on your own servers.
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If you have an IT department that’s comfortable with the care and feeding of
servers and have Internet connectivity with good firewalls and security, you
should consider installing and using CRM. Otherwise, you can have CRM
hosted. The third-party hosting company or Microsoft maintains the equip-
ment and software in return for a monthly check.

How to Use This Book

Microsoft CRM is divided into six major sections: Workplace, Sales, Marketing,
Service, Settings, and the new Resource Center. This book loosely follows
these themes. We describe navigating the workplace and CRM in general in
Chapter 3. In Part II, you find out all about setting up the system. Then we
jump into sales topics, a little marketing, and some customer service.

You should be able to comfortably read the book from start to finish, but for
those of you so caffeinated you can’t sit still that long (don’t laugh; you know
who you are), each chapter can stand on its own as reference material. Either
way, you have a comprehensive guide to Microsoft CRM.

You'll get the most benefit from this book by sitting in front of your computer
with CRM on the screen. It’s easy to convince yourself that you've got it by
just reading, but there’s no substitute for trying the steps yourself. Experi-
menting with sample data is sometimes just the ticket to an epiphany.

Foolish Assumptions

We assume you have some basic computer and Windows skills. If you aren’t
comfortable with Windows, you need to get yourself up to speed in this area.
Find a local class or seminar, or get one of the For Dummies books on Windows.
Regarding CRM, however, we assume you just returned from a long mission
to Mars and need to start using CRM tomorrow.

We also assume you have a basic understanding of database concepts. If
you’re comfortable with fields, records, files, folders, and how they relate to
each other, you’ll be fine. If you're familiar with attributes, entities, instances,
and objects, even better. If this is already sounding bad, you can seek help at
most community colleges or local computer training facilities.

If you're going to be your own CRM administrator (backing up files and
assigning usernames, passwords, and access rights), you need to understand
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records, files, folders, security, operating systems, and networks. If you just
want to be a good day-to-day user of CRM, make sure that you understand
what a file is and how to locate one using Explorer.

How This Book Is Organized

Some people just have a knack for organization. Our office manager is highly
organized, although her desk looks like a tornado swept through it. However,
she assures us that she knows exactly where everything should be. (And we
take no responsibility for her actions if you touch anything.) Anyway, we
digress. Organization — without it, this book would be a jumbled mess. To
cure that, we’ve organized the book into six parts, each with at least three
chapters. Again, you can read the book from cover to cover (who has that
kind of time?), or you can refer to it section by section. Each part (and chap-
ter) can definitely stand on its own, but we recommend that you at least skim
through the basics and the table of contents before getting started.

Part I: Microsoft CRM Basics

Just the facts! Part I gives you an overview of what Microsoft CRM is all
about and provides a tour of the main windows. We also show you how to
use Microsoft CRM offline.

Part I1: Setting Things Up

In Part II, we begin with a discussion of how to personalize your workplace
and the software. The workplace is command central in Microsoft CRM. From
the workplace, you can access the day-to-day stuff, such as your calendar,
assigned activities, and service scheduling. You can also set up business
units, security, sales processes, and business rules. Setting up workflow and
reports are the topics of Chapters 9 and 10 respectively.

Part [1I: Managing Sales

In Part III, we explain how to create accounts and contacts in your database
and how to locate existing records. We also show you how to create and
manage activities as well as leads, opportunities, and territories. You find
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how-to information on notes and attachments. Then we get into the nitty-
gritty and discuss some of the more complex functions of Microsoft CRM,
such as quotes, orders, and invoices (some of which benefit from integration
with an accounting system). In addition, we talk about sales literature and
how to track competitors.

Part IU: Making the Most of Marketing

Microsoft CRM 4 explodes with all kinds of capability in the marketing arena.
Combining the new Advanced Find function with quick campaigns and a
sophisticated campaign management system, Microsoft CRM enables you to
do more than just send out e-mails and letters. You'll be able to follow the
progress of the campaign, create and delegate tasks, keep track of actual
costs compared to the campaign budget, and easily catalog and maintain the
responses.

Part U: Taking Care of Vour Customers

Customer service is a big issue, no matter how big your company. In this
part, we show you how to track and manage customer service issues using
cases and the special Service Calendar. We talk about workflow and your
business processes and how Microsoft CRM can easily handle incoming ser-
vice calls and e-mail and their responses using queues. We discuss contracts
and tiered levels of customer service and how to organize this division to
handle service issues efficiently and quickly.

Part Ul: The Part of Tens

As new as Microsoft CRM is, third-party developers have brought many com-
plementary products to the market. We discuss the best and most useful
we’ve found. And, just in case you still need assistance, we also discuss ten
ways to get help.

Additionally, two appendixes at the end of the book assist you with convert-
ing to Microsoft CXRM 4 and with managing your data.
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Icons Used in This Book

CMBER
S

You don’t want to skip the helpful reminders noted by this icon.

This icon lets you know that some particularly geeky, technical information is
coming up. You can look past this if you want.

This icon points you to a trick that will save you time and effort.

Look to this icon to find out what to avoid if you don’t want your database to
blow up or cause you other types of anguish.

Where to Go from Here

If you're a first-time user, we suggest you begin with Chapters 1-3 to get a
solid introduction to the basics of living with Microsoft CRM. Then check
out Part III, IV, or V, depending on whether you're in sales, marketing, or cus-
tomer service, respectively. If you're charged with setting up CRM for your
company, you would do well to read Part I and then Part II. If you have ques-
tions or comments and want to contact us directly, please send us an e-mail
at dummy@ccc24k.com.
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Ihe 5th Wave By Rich Tennant
O RrENNANT =

“Tt’s \deb-based, on-demand, and customizable,
Still, T think T’'m going to miss our old sales
incentive methods.”



In this part . . .

M icrosoft Dynamics CRM 4 is technically an update
to version 3, but it’s really a quantum leap beyond

what first came out almost three years ago. In addition to
smoothing out a few rough edges, Microsoft has added a
Live — which, to most of us, means hosted — version

of CRM. There are also three levels of server software,
appropriate for small, mid-level, and enterprise-type
organizations.

Microsoft CRM integrates with Outlook and the Web and

is now much easier to use. If you're one of the 92 million

Outlook users, Microsoft CRM is the comfortable, organi-
zational upgrade you're looking for.

In this first part, you find a general discussion of the fea-
tures and benefits of Microsoft CRM and how best to navi-
gate through the screens, even if you're navigationally
challenged. You can even set up internal announcements;
this is discussed in Chapter 3.




Chapter 1

Taking a First Look at
Microsoft CRM 4

In This Chapter

Keeping track of contacts

Integrating CRM with an accounting system

Exploring the differences between Live and On-Premise
Being mobile

Using Standard, Professional, and Enterprise

Migrating from one version to another

Figuring out whether CRM is for you

Following a plan for a successful implementation

Personal information managers (PIM) and contact management systems
(CMS) were introduced in the mid-1980s. Both PIM and CMS enabled
you to organize the names, addresses, and phone numbers for all of your
business contacts. PIMs were superseded by sales force automation (SFA)
systems in the late 1980s. Products such as ACT and GoldMine initially com-
bined scheduling functions with contact management. By the mid-1990s,
these systems evolved into simple customer relationship management (CRM)
systems, attempting to involve not just salespeople but also customer ser-
vice and management.

Microsoft Dynamics CRM 4 (that’s the official name) is the next generation of
CRM systems. Microsoft CRM is based on .NET (pronounced dot-net) technol-
ogy, pioneered by Microsoft. Not only does Microsoft CRM have functionality
for sales, customer service, and now marketing, it takes great advantage of
the Internet, or more specifically, Web services. This Web service focus is
what defines the .NET strategy. In a nutshell, Web services enable applica-
tions to be easily integrated, rapidly configured to meet your business needs,
and extended to both internal and external users.
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Tracking Vour Contacts

Microsoft CRM has a record type or entity called a contact. A contact, in this
sense, is a person. It’s a concept taken from Microsoft Outlook. In fact, con-
tact records from Outlook are directly transferable into contact records in
Microsoft CRM.

Microsoft CRM calls company records accounts. Companies (accounts) and
the people who work at each of them (contacts) can be related to one
another within the system.

A contact is a person and an account is a company. A customer is either a
person or a company.

We often hear company executives say that their most important corporate
asset is their database of prospects and clients. We couldn’t agree more.
Neglecting, for the moment, all the powerful tools within CRM, the most basic
thing is what pays off the quickest. And that quick payoff results from having
one central, organized, accessible, repository for all the information relating
to your customers and prospects. Even if you never create any workflow
rules, never connect the system to a Web site, or never automate your quota-
tion system, you’ll be miles ahead just by organizing your data into one
coherent database.

You want to store other kinds of information in Microsoft CRM, too. The system
is going to be your universal reference tool — your Rolodex, your personnel
directory, and your Yellow Pages all in one place. You also want to have records
for vendors, employees, and competitors.

In addition, Microsoft CRM holds important information that will help you
manage and make better-informed decisions about your business. That infor-
mation includes opportunities to track your sales cycles, cases to track cus-
tomer service issues, and campaigns to track the results of your marketing
campaigns.

Communicating with the Outside World

Far and away, the primary reason that companies lose accounts is that the
customer thinks no one is paying attention. Microsoft CRM gives you the
tools to counteract this perception, which, with regard to your firm, is cer-
tainly a wrong one. Right?



