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Introduction

Welcome to Microsoft Dynamics CRM 2011 Step by Step! Most likely, your organization
has implemented—or is considering implementing—a Microsoft Dynamics CRM system,
and you're ready to learn more about what the software can do.

Whether you're a sales associate following up with your top accounts, a marketing pro-
fessional reaching out to prospects and customers, a customer service representative
resolving customer requests and issues, or an executive manager seeking to analyze
and understand all of your organization’s customer interactions, Microsoft Dynamics
CRM can help you do business better.

The intent of this book is to show you how to use key features in the software to under-
stand your customers better, increase sales and productivity, and improve customer
satisfaction. It's important to note that Microsoft Dynamics CRM allows administrators
to easily customize the forms, fields, and other options in the software, so some of the
names used in this book might not match your environment.

A Word About Sandbox Environments

If possible, ask your system administrator about setting up a second Microsoft Dynamics
CRM environment—often referred to as a “sandbox environment”—that you can use to step
through the exercises in this book. A sandbox environment allows you to modify records
without affecting the data in your live system. Your organization might already have a
staging or test environment you can use.

About the Examples in This Book

The descriptions and procedures in this book are based on the default forms and views
in Microsoft Dynamics CRM. As you'll learn in the chapters that follow, the software also
offers several access options: CRM data can be accessed from a Windows Internet Explorer
web browser, from Microsoft Outlook by using the Microsoft Dynamics CRM for Outlook
feature, or from a mobile device such as a cell phone. Most of the screen shots and
examples in this book show the web browser option.
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xiv Introduction

Just like some of the forms, fields, and data described in this book, the security roles
referenced throughout this book also might have been modified in or even removed
from your system. If you do not have the access needed to view or assign security
roles, talk to your system administrator about setting up a few roles for testing. For
the purposes of this book, we assume that the default roles included with Microsoft
Dynamics CRM have not been modified.

Looking Forward

Microsoft Dynamics CRM is a fluid system that can adapt as your business grows and
changes. By using the step-by-step processes laid out in these pages, you can explore
whatever options you need to match the software with your requirements. We hope
you find this book useful and informative as your organization moves into the future!
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Features and Conventions
of This Book

This book has been designed to lead you step by step through all the tasks you are most
likely to want to perform in Microsoft Dynamics CRM 2011. If you start at the beginning
and work your way through all the exercises, you will gain enough proficiency to be able
to create and work with all of the common views and functionality of Microsoft Dynamics
CRM 2011. However, each topic is self contained. If you have worked with a previous
version of Microsoft Dynamics CRM, or if you completed all the exercises and later
need help remembering how to perform a procedure, the following features of this
book will help you locate specific information:

o Detailed table of contents Search the listing of the topics and sidebars within
each chapter.

e Chapter thumb tabs Easily locate the beginning of the chapter you want.

e Topic-specific running heads Within a chapter, quickly locate the topic you want
by looking at the running head of odd-numbered pages.

e Glossary Look up the meaning of a word or definition of a concept.

o Detailed index Look up specific tasks and features and general concepts in the
index, which has been carefully crafted with the reader in mind.

You can save time when you use this book by understanding how the Step by Step series
shows special instructions, keys to press, buttons to click, and other information. These
elements are shown in the following table.
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Features and Conventions of This Book

Convention

Meaning

SET UP

This paragraph preceding a step-by-step exercise indicates the
practice files that you will use when working through the exercise.
It also indicates any requirements you should attend to or actions
you should take before beginning.

CLEAN UP

This paragraph following a step-by-step exercise provides instruc-
tions for saving and closing open files or programs before moving
on to another topic. It also suggests ways to reverse any changes
you made to your computer while working through the exercise.

1
2

Numbered steps guide you through hands-on excercises in each topic.

See Also

These paragraphs direct you to more information about a topic in
this book or elsewhere.

Troubleshooting

This paragraph explains how to fix a common problem that might
prevent you from continuing with an exercise.

Tip

This paragraph provides a helpful hint or shortcut that makes working
through a task easier, or information about other available options.

Important

This paragraph points out information that you need to know to
complete a procedure.

w

The first time you are told to click a button in an exercise, a picture
of the button appears in the left margin.

Ctrl+Home

A plus sign (+) between two key names means that you must hold
down the first key while you press the second key. For example,
“press Ctrl+Home"” means "hold down the Ctrl key while you press
the Home key.”

Program interface

In exercises, the names of program elements, such as buttons,

elements commands, and dialog boxes, as well as files, folders, or text that
you interact with in the steps, are shown in bold characters.
User input In exercises, anything you are supposed to type appears in bold

italic characters.
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How to Access Your Online Edition
Hosted by Safari

The voucher bound into the back of this book gives you access to an online edition of the
book. (You can also download the online edition of the book to your own computer; see
the next section.)

To access your online edition, do the following:

1. Locate your voucher inside the back cover, and scratch off the metallic foil to reveal
your access code.

2. Go to http://microsoftpress.oreilly.com/safarienabled.

3. Enter your 24-character access code in the Coupon Code field under Step 1.

Step o

Coupon Code: 350QX-TEZQ-MHK2-FEQZ-N1SR (&)

CONFIRM COUPON

(Please note that the access code in this image is for illustration purposes only.)
4. Click the CONFIRM COUPON button.

A message will appear to let you know that the code was entered correctly. If the
code was not entered correctly, you will be prompted to re-enter the code.

“ Coupons Confirmed.

Coupon Code 9KQX-TEZQ-MHK2-F8QZ -N1SR
provides FREE access for 99999 days to
Microsoft® Office 2010 Inside Out


http://microsoftpress.oreilly.com/safarienabled
http://

xviii How to Access Your Online Edition Hosted by Safari

5. In the next step, you'll be asked whether you're a new or existing user of Safari
Books Online. Proceed either with step 5A or step 5B.

5A. If you already have a Safari account, click the EXISTING USER — SIGN IN
button under step 2.

Step 9

EXISTING USER - SIGN IN

OR

NEW USER - FREE ACCOUNT

5B. If you are a new user, click the NEW USER — FREE ACOUNT button under
step 2.

o You'll be taken to the Register A New Account page.

o On this page, you will fill out a registration form and accept an End User
Agreement (required).

o When you have completed the requirements, click the CONTINUE button
6. On the Coupon Confirmation page, click the My Safari button.

7. On the My Safari page, look at the Bookshelf area and click the title of the book
you want to access.

0-Slot Bookshelf

You are using 0 out of 0 available Bookshelf slots.
You h e content of ou plac

1-1 of 1 Items 1
Title Published Added To Folder w
1. ‘ Microsoft® Office 2010 29-SEP-2010 27-0CT-2010 0 Notes May Remove
Inside Dut 0 Bookmarks On 10-AUG-
Ed Bott; Carl Siechert

2284
Slots: O
[@DoD 70 FoLDER |
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How to Access Your Online Edition Hosted by Safari Xix

How to Download the Online Edition
to Your Computer

In addition to reading the online edition of this book, you can also download it to your
computer. First, follow the steps in the preceding section. Then do the following:

1. On the page that appears after step 7 in the previous section, click the Extras tab.
2. Next to Download The Complete PDF Of This Book, click the book title.

I Tabée of Notes e Search E
Cverview s Extras 5 Togs Bookmarks This Bock
Extras
Cesoigtion Content
Visst the catalog page for Mscrosoft® Office 2010 Inside Out Catalog Page
Visit the errata page for Microsoft® Office 2010 Inside Out Errata
Download the complete POF of this book: Gnr_msoil--: office 2010 Inside uu!)

A new browser window or tab will open, followed by the File Download dialog box.

File Download = ]

Do you want to open or save this file?

i Name: 9730735647817 zip
Type: Compressed (zipped) Folder, 27.9MB
From: my.safaribooksonline.com

Open | [ Save | [ Cancel

AMlways ask before opening this type of file

{3 Whils fies from the Infemst can be ussful, some fles can potentilly
‘0/ hiam your computer. ff you da ot trust the source, da not pen or
A save this file. What's the risk?

3. Click Save.
4. Choose Desktop, and click Save.

5. Locate the .zip file on your desktop. Right-click the file, click Extract All, and then
follow the instructions.

Tip If you have a problem with your voucher or access code, contact mspbooksupport@
oreilly.com, or call 800-889-8969, where you’ll reach O'Reilly Media, distributor of
Microsoft Press books.
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Using the Practice Files

Before you can complete the exercises in this book, you need to copy the book’s practice
files to your computer. These practice files, and other information, can be downloaded
from the book’s detail page, located at

http://oreilly.com/catalog/0790145307552/
Important This website only includes practice files to help you learn Microsoft Dynamics
CRM 2011; it does not include the Microsoft Dynamics CRM 2011 software. If you don't

already have access to the software, you need to purchase it. Alternatively, you could also
access a free 30-day trial of the software at http://crm.dynamics.com.

The following table lists the practice files for this book.

Chapter File

Chapter 3: Orders1.xlsx
Working with Accounts and Contacts

Chapter 18: Contactlmportl.csv
Bulk Data Importing
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Errata

We've made every effort to ensure the accuracy of this book and its companion content.
If you do find an error, please report it on our Microsoft Press site at Oreilly.com:

1. Go to http://microsoftpress.oreilly.com.

2. In the Search box, enter the book’s ISBN or title.

3. Select your book from the search results.

4. On your book’s catalog page, under the cover image, you'll see a list of links.
5. Click View/Submit Errata.

You'll find additional information and services for your book on its catalog page. If you
need additional support, please send an email to Microsoft Press Book Support at
mspinput@microsoft.com.

Please note that product support for Microsoft software is not offered through the
addresses above.

We Want to Hear from You

At Microsoft Press, your satisfaction is our top priority, and your feedback our most
valuable asset. Please tell us what you think of this book at:

http.//www.microsoft.com/learning/booksurvey

The survey is short, and we read every one of your comments and ideas. Thanks in
advance for your input!

Stay in Touch

Let's keep the conversation going! We're on Twitter: http.//twitter.com/MicrosoftPress.

xxiii
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Book Support

Getting Help with Microsoft Dynamics CRM 2011

@

If your question is about Microsoft Dynamics CRM, and not about the content of this
Microsoft Press book, your first recourse is the Microsoft Dynamics CRM Help system.
You can find general or specific Help information in a couple of ways:

e In the Microsoft Dynamics CRM window, you can click the Help button (labeled with
a question mark) located in the upper-right corner of the web browser window to
display the Microsoft Dynamics CRM Help window.

e On the ribbon, you can click the File tab to access the Help button.

Microsoft Dynamics CRM Help is context sensitive, so the software will automatically
try to access the portion of the Help content that is most relevant to the page you're
currently viewing. For example, if you're viewing a lead record and you click the Help
button located in the upper-right corner of the window, Microsoft Dynamics CRM
automatically directs you to the Help topic titled Work With Leads. If you want to
access the full Help documentation, you can click the File tab on the ribbon to access
the Help button on that screen. After you click the Help button, click Contents on the
submenu that appears.

If you want to practice getting help, you can work through the following exercise, which
demonstrates two ways of locating information.

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website.

1. In the upper-right corner of the Microsoft Dynamics CRM application, click the
Help button.

The Microsoft Dynamics CRM Help menu opens. Microsoft Dynamics CRM
Help displays a list of topics related to the page from which you started
the Help process.
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@ Micrasoft Dynamics CRM Hel...| = = £

[ 4t Witp://cima0 Limainline dev sonomapartn... | & |
00 3o Hetp
‘ Search for help topics El

Manage User Dashboards
P Create a user dashboard
P Edit a user dashboard

P Use a dashboard

P male a dashboard your default
dashboard

I Share a user dashboard
P assign a user dashhoard

P Male a copy of an existing user or
system dashboard

I Delete a user dashboard

Did you find the infarmation that you
need?

Ves © Mo O

If not, what information da yaou need?
(optionaly

Plesse provide fzedback in English. =

Send Feedbad:

© 2010 Miciosoh Corpomtion. Al 1ights reserved.

€ Internet | Protected Me ¥3 ~  #,100% ~

You can click any topic to display the corresponding information.

On the toolbar, click the Show Contents button. This button looks identical to
the Help button.

The table of contents appears in the left pane, organized by category, like the
table of contents in a book. Clicking any category (represented by a book icon)
displays that category’s help topics.

In the Contents pane, click a few categories and topics. Then click the Back and
Forward buttons to move among the topics you have already viewed.

At the top of the Microsoft Dynamics CRM Help window, click the Search for
help topics box, type lead, and then press the Enter key.

The Microsoft Dynamics CRM Help window displays topics related to the words
you typed.
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@ Microsoft Dynamics CRM Help - Windows Internet Explorer EI@
[ 4t hetpi//erm20 L imainiine. dev sonomapartners.local help/default aspsParea=2edwarkplace?e2fhome_dash | & |
Q) ) | = Print Preview @) Hide Contents Help
| lead El
Getting Started Search Results:
@ Common Tasks Best bets for the search: "lead”
@ Increasing Your Efficiency 1. Convert campaign respanses to leads or
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CLEAN UP Close the Microsoft Dynamics CRM Help window.

More Information

If your question is about Microsoft Dynamics CRM or another Microsoft software product
and you cannot find the answer in the product's Help system, please search the appro-
priate product solution center or the Microsoft Knowledge Base at:

http://support.microsoft.com

In the United States, Microsoft software product support issues not covered by the Microsoft
Knowledge Base are addressed by Microsoft Product Support Services. Location-specific
software support options are available from:

http.//support.microsoft.com/gp/selfoverview/

You can also click the Resource Center link, typically found at the bottom left of the
Microsoft Dynamics CRM application. Or you can access the same information via
the Internet at:

https.//rc.crm.dynamics.com/rc/2011/en-us/online/default.aspx
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Introduction
to Microsoft
Dynamics CRM

In this chapter, you will learn how to:

v
v

AN

S N

Understand key concepts in Microsoft Dynamics CRM.
Understand the three deployment models for Microsoft Dynamics CRM.

Understand how other Microsoft software products integrate with Microsoft
Dynamics CRM.

Log on to Microsoft Dynamics CRM Online.

Log on to Microsoft Dynamics CRM.

Access Microsoft Dynamics CRM by using Microsoft Dynamics CRM for Outlook.
Log on to Microsoft Dynamics CRM via Mobile Express.

Every successful organization relies on its customer base to sell products or services.
Businesses that want to track and manage all of the various interactions with their
customers frequently deploy a Customer Relationship Management (CRM) software
system. With a CRM system, businesses can:

Achieve a 360-degree view of the customer relationship.

Automate common business processes to reduce manual tasks and common
workflows.

Deliver a more consistent customer experience by streamlining customer
interactions.

Enable executives to measure and report on key metrics related to their business
so they can make better business and strategy decisions.
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CRM software systems have been in existence for many years, but most of them earned a
reputation for being difficult to use. Microsoft Dynamics CRM addresses the problems of
previous CRM systems by providing an easy-to-use software application while still providing
the flexibility and the technical platform that most businesses require. Microsoft Dynamics
CRM works with most of the software products that businesses use today, such as Microsoft
Outlook, Microsoft Word, and Microsoft Excel. Users do not need to learn a new software
application to capture and work with Microsoft Dynamics CRM data; they can continue
using the productivity tools they are comfortable using for other day-to-day business
functions. The latest version of Microsoft Dynamics CRM includes new features such as
visualizations and a revamped user interface designed to make the end-user experience
as friendly as possible.

In this chapter, you will learn the core concepts of Microsoft Dynamics CRM. You'll also
learn the different ways you can access Microsoft Dynamics CRM and other Microsoft
products that integrate with Microsoft Dynamics CRM.

Tip Many of the examples in this book use the sample data utility that Microsoft
Dynamics CRM includes. You do not need to use this sample data, but you might find
it useful for your training or testing purposes. Contact your system administrator to
install the sample data.

Practice Files There are no practice files for this chapter.

Troubleshooting Graphics and operating system-related instructions in this book
reflect the Windows 7 user interface. If your computer is running Windows XP and you
experience trouble following the instructions as written, refer to the “Information for
Readers Running Windows XP" section at the beginning of this book.

Important The images used in this book reflect the default form and field names
in Microsoft Dynamics CRM. Because the software offers extensive customization
capabilities, it's possible that some of the record types or fields have been relabeled
in your Microsoft Dynamics CRM environment. If you cannot find the forms or fields
referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

vww.allitebooks.cond
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What Is Microsoft Dynamics CRM?

What Is Microsoft Dynamics CRM?

Microsoft Dynamics CRM is a business software application that allows companies of all
sizes to track, manage, and report on customer interactions. Microsoft Dynamics CRM
is part of the Microsoft Dynamics brand, which offers multiple software products to
help businesses automate and streamline various operations, such as financial analysis,
customer relationships, supply chain management, manufacturing, inventory, human
resources, and so on.

Microsoft Dynamics CRM includes the following three main modules:

e Sales
e Marketing
e Service

Within each module, Microsoft Dynamics CRM lets you track various types of customer
information, as outlined in the following table.

Sales Marketing Service
Accounts Accounts Accounts
Contacts Contacts Contacts

Leads Leads Service Calendar

Opportunities

Marketing Lists

Cases

Marketing Lists Campaigns Knowledge Base
Competitors Products Contracts
Products Sales Literature Products

Sales Literature Quick Campaigns Services

Quotes Goals

Orders Rollup Queries
Invoices Goal Metrics
Quick Campaigns

Goals

Goal Metrics

Rollup Queries

.

.

—a
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Your company might want to track only some of this data about your customers, and
some of these might not apply to your business. Even though Microsoft Dynamics CRM
includes only these three modules, many companies extend the software to track other
types of related data such as projects, status reports, events, facilities, and so on. The
flexibility of the Microsoft Dynamics CRM platform allows businesses to capture almost
any type of data related to their customers. In addition to managing customer data, you
can use Microsoft Dynamics CRM to capture information about your prospects, partners,
vendors, suppliers, and other related parties.

Tip When businesses use Microsoft Dynamics CRM to track non-traditional sales, mar-
keting, and service information, you might hear people refer to the term xRM. This term
refers to using the flexible and extensible application framework of Microsoft Dynamics
CRM to create line-of-business applications. xRM is not a separate product but rather a
description of how businesses might use the Microsoft Dynamics CRM system to track
non-traditional CRM data.

Microsoft Dynamics CRM is a web-based application that is built on the Microsoft .NET
Framework technology platform. Because of its native web architecture, Microsoft Dynamics
CRM can be accessed through the Windows Internet Explorer web browser. In addition to
the web user experience (also known as the web client), another possible access point for
Microsoft Dynamics CRM is through Outlook, if your administrator installed the Microsoft
Dynamics CRM for Outlook software on your computer.

Troubleshooting Because Microsoft Dynamics CRM for Outlook is optional software,
you might not be able to access Microsoft Dynamics CRM through Outlook. If you are
not able to use Microsoft Dynamics CRM for Outlook, contact your system administrator
about getting it installed on your computer.

The Microsoft Dynamics CRM for Outlook software comes in two different versions:

e Microsoft Dynamics CRM for Outlook This version is designed for use with desktop
or notebook computers that will remain connected to the Microsoft Dynamics CRM
server at all times.
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e Microsoft Dynamics CRM for Outlook with Offline Access This version is designed
for users of laptop computers who must disconnect from the Microsoft Dynamics
CRM server but who still need to work with Microsoft Dynamics CRM data when they
are offline, just as they use Outlook for email management, contact management,
tasks, and appointment management while working with no access to the Internet.
The terms used by Microsoft Dynamics CRM to refer to the processes of connecting
and disconnecting from the server are going online and going offline. The offline-
enabled version of Microsoft Dynamics CRM for Outlook lets you work with Microsoft
Dynamics CRM data offline; the software will synchronize your changes with the
main database when you connect to the server again.

Tip When we refer to Microsoft Dynamics CRM for Outlook in this book, we are referring
to both the standard and offline versions. The two clients offer nearly identical function-
ality except that the version with offline access allows users to work while disconnected
from the Microsoft Dynamics CRM server.

You can access almost all of the Microsoft Dynamics CRM system functionality from
either the web client or from Microsoft Dynamics CRM for Outlook. Therefore, you can
decide which user interface method you prefer to use to access Microsoft Dynamics CRM.
Microsoft Dynamics CRM for Outlook also allows you to synchronize your email, tasks,
contacts, and appointments from Outlook into your Microsoft Dynamics CRM system.

Beyond the computer, you can also access Microsoft Dynamics CRM from a web-enabled
mobile device such as a cell phone, by using the Mobile Express module. Mobile Express
allows you to access the same data that you can access from the web and Microsoft
Dynamics CRM for Outlook clients, but Mobile Express delivers streamlined and simple
web pages that are specially formatted for handheld devices. This mobile access to
Microsoft Dynamics CRM can prove very handy if you need to perform common tasks
such as looking up a phone number or street address of a contact while you are away
from your computer.

Important In order to access Microsoft Dynamics CRM via Mobile Express, your mobile
device must have Internet access and Mobile Express must be enabled for your system.

o


http://

8 Chapter 1 Introduction to Microsoft Dynamics CRM

Microsoft Dynamics CRM Deployment Options

Microsoft Dynamics CRM is unique in the world of customer relationship management
because it is one of the only applications that offers businesses several choices for
installing and deploying the software. The three deployment options for Microsoft
Dynamics CRM are:

e Microsoft Dynamics CRM Online In this deployment, a business uses the Microsoft
Dynamics CRM software over the Internet on servers hosted by Microsoft.

e On-premise With this option, a business purchases the Microsoft Dynamics CRM
software and installs it on its local network. Depending on the configuration,
employees might also be able to access the Microsoft Dynamics CRM system
over the Internet.

e Partner-hosted For this option, a business deploys the software at a third-party
hosting environment.

In early 2011, Microsoft released new versions of Microsoft Dynamics CRM across all
three deployment models. This latest release is called Microsoft Dynamics CRM 2011 for
on-premise and partner-hosted deployments, but it is simply named Microsoft Dynamics
CRM Online for the Microsoft-hosted version. The system functionality across all three
deployment options is nearly identical, but differences do exist. The examples in this
book apply to all three deployment options. If necessary, we will highlight any areas
of the software in which the book examples vary by deployment type.

Integrating with Other Microsoft Products

In addition to the integration with Microsoft Outlook discussed earlier in this chapter,
Microsoft Dynamics CRM integrates with several other Microsoft software applications:

e Excel You can export your Microsoft Dynamics CRM data into Excel with the
click of one button and create Excel files that dynamically update when data in
the Microsoft Dynamics CRM system changes. After you export the data into Excel,
you can also update the information within Excel and then re-import it back into
Microsoft Dynamics CRM. Editing large data sets within Excel frequently provides
a better user experience, because many users are very comfortable working with
data in Excel.
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e Word You can use Word to create mailings (such as letters and envelopes) to your (
customers by performing a mail merge in Microsoft Dynamics CRM. This integration
also allows you to save copies of the mail merge documents.

e Microsoft Lync (formerly known as Office Communications Server) You can \
access features of Lync (such as instant messaging and presence information)
directly within Microsoft Dynamics CRM to improve team collaboration.

e Microsoft SharePoint Server If your company uses SharePoint Server, you can
connect it to Microsoft Dynamics CRM to take advantage of the document library
functionality that SharePoint offers. This integration provides a streamlined user
experience in which the user can perform common tasks such as checking docu-
ments in and out via the Microsoft Dynamics CRM interface (without needing to
browse to a separate SharePoint website in a separate window).

Logging On to Microsoft Dynamics CRM Online

Before you can start using Microsoft Dynamics CRM, you will need to log on to the soft-
ware. How you access Microsoft Dynamics CRM will depend on how your company chose
to deploy the software. If you are unsure how to access your Microsoft Dynamics CRM
system, contact your system administrator. In this exercise, you will practice logging on to
Microsoft Dynamics CRM Online. In the next section, you will log on to the on-premise
deployment of Microsoft Dynamics CRM through the web client. Select the exercise that
matches your deployment model.

Tip The steps for accessing the partner-hosted deployment model of Microsoft Dynamics
CRM are similar to those for accessing an on-premise deployment. If your organization has
deployed the partner-hosted model, follow the steps in the on-premise exercise to log on to
Microsoft Dynamics CRM.

If your company uses the Microsoft-hosted version of the software through Microsoft
Dynamics CRM Online, you will need to use your Windows Live ID to log on to the system.
Many users find that Windows Live ID is a convenient authentication method, because they
can use a single logon and password for a wide variety of websites on the Internet. In this
exercise, you'll log on to Microsoft Dynamics CRM Online.
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Q SET UP Open the Internet Explorer web browser.
1. In the Address bar, type the following web address (also known as the URL):
http://crm.dynamics.com.
2. Click the red CRM Online Login button.

3. Enter the email address and password of your Windows Live ID.

& Welcome to Windows Live - Windows Internet Explarer = Ec ===
@O - ‘f,' hitps://login live.com/lagin sif?, gnin .02 %e3acrmPe3ady 5. comBwct v‘ =] | &,| X ‘ ‘b Bing 2 "

i Favorites | 27 Welcome to Windows Live [ Ao - [ v Pagew Safety~ Tools+ @+

‘— Microsoft Dynamics CRM Online

The Power of Productivity S | g N | n

Ti= synchronize Across Teams

Use amywhere with mobile devices
Inkegrate with Microsaft Office OUHook.

windows Live ID;

,aa Customer Relationship Management Passwaord:
Orgariize customers and prospects
Aukomate workflows Forgot your passward?

Remember me
[C Remember my passward

Hot yaur camputer?
Get a single use code ta sign in with

Shaw saved Windaws Live IDs

@2010 Microsoft | Terms | Privacy Help Center | Fesdbach

—

@ Internet | Protected Mode: On v B100% ~

4. Click Sign in.
The Dashboards page of Microsoft Dynamics CRM Online appears.
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Logging On to Microsoft Dynamics CRM

If your company is not using Microsoft Dynamics CRM Online, you will use different
steps to log on to Microsoft Dynamics CRM. The exact steps you follow will depend on
how your system administrator set up the configuration, but the two most common

logon methods are:

e Logging on from your corporate network

address)

Logging on at an external Internet-facing address (such as a .com or .net website

11
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After you have contacted your system administrator and retrieved the website address of
your Microsoft Dynamics CRM system, you can log on by following the steps in this exercise.

SET UP Open the Internet Explorer web browser.

1. In the Internet Explorer Address bar, type the web address (also known as the URL)
of your Microsoft Dynamics CRM site: http://<yourcrmserver/organization>.

The <yourcrmserver/organization> portion of the URL is the name and organization
name of the Microsoft Dynamics CRM site you will be using for the exercises in this
book. Depending on how your Microsoft Dynamics CRM server is configured, you
might need to include the organization portion in the address bar.

2. If you are logging on from your corporate network, Microsoft Dynamics CRM should
automatically log you on. However if you are prompted, simply enter your user name
and password.

Connectto siduri.dev.sonormapartners.local @

Caonnecting to siduri,dev.sonamapartners, local,

User name: ﬂ sonomaparkners\msnyder  «

Password: seseene

[ Remamber my password

[ [a] 8 ][ Caniel ]

3. If you are logging on from an external Internet-facing address, enter your user
name and password on this screen.

It is possible that your login screen appears different than the followomg graphic,
depending on your system configuration. If so, please contact your system admin-
istrator for login instructions specific to your organization.
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Accessing Microsoft Dynamics CRM by Using Microsoft Dynamics CRM for Outlook

éa Sign In - Windows Internet Explorer

=)o

@\J - “_ﬂ https://federation.sonamapartners.com/ adfs

S Favorites | g SignIn

- 8]x oo o]

fiov B ~ [ # v Pagev Safetyr Took~ @~ ”

federation.sonomapartners.com

Type your user name and password.

User name: |

Password: |

Done

€ Intemet | Protected Made: On v H100% v

4. Click OK.

The start page of your Microsoft Dynamics CRM system appears. By default, the

Dashboards page is the start page.

Accessing Microsoft Dynamics CRM by Using
Microsoft Dynamics CRM for Outlook

In addition to the web client, Outlook can be used to access Microsoft Dynamics CRM.

13

Many users find accessing Microsoft Dynamics CRM within Outlook particularly convenient
because they already spend a lot of time working within Outlook. The Microsoft Dynamics
CRM integration with Outlook provides a single application to manage all of your customer

sales, marketing, and service information. Many competing CRM software applications
require users to open a second application to access their customer data. The Outlook

integration of Microsoft Dynamics CRM is a unique benefit of the software that enables
users to work more efficiently in a familiar software application.

In this exercise, you will access Microsoft Dynamics CRM within Outlook.

See Also For more information on the integration between Microsoft Dynamics CRM

and Outlook, see Chapter 5, “Using Microsoft Dynamics CRM for Outlook.”
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SET UP Confirm that your system administrator has installed the Microsoft Dynamics
CRM for Outlook software on your computer before beginning this exercise.

1.

Launch Outlook. You will see that Microsoft Dynamics CRM added a CRM tab to
the ribbon. In addition, you will see a CRM group with buttons such as Track and
Set Regarding on the Home tab of the ribbon for the Mail, Contacts, Calendar,

and Tasks modules.

G Inbox - connie@sonomapartners.com - Microsoft Outlook - B 5

[Zl Hime Send/Reczive  Folder  Wiew  CRM s @
== ) g Reply (23 Move to: 7 5 Move ~ [ Unread/ Read =" Convert To Find a Contact =
3, &
o

3 Reply A1 (5 To Manager < Srutes | R categorize - BE (g sad connection [ mddress Baak
Mew  Mew Delete - Track set =
E-mail Ttems = | &7 53 Forward @ |3 Team E-mail = Slonenote | ¥ Follow Up ~ Regarding [ ¥iew in CRM 7 Filter E-mail

Mew Delete Respond Quick Steps £ Mo Tags CRM Find

In the Outlook navigation pane, you will see a button with the name of your
Microsoft Dynamics CRM organization listed next to the Mail, Calendar, and
Contacts buttons. Click the button with your organization’s name on it.

In the folder list, expand the Workplace folder.

Expand the My Work folder, and then click the Activities folder. You will see a list
of the Microsoft Dynamics CRM activities. These are the same activities that you
see when you log on to Microsoft Dynamics CRM through the web client.

=R Microsoft Outlaak - E s

E Wiew | Adhvities  Charts Customize > @

G Lo, DEE@ = & B @G B B

Vigw Navigation Reading To-Do | Reminders OpeninMew Close | Customize Swve  Save Mew Personal Refresh
Settings = Expand/Callapse Pane~  Pane~ Barv | Window  Window  Allltems | Reading Pane Filbers A5 Wiew
Current View, Arrangement Layout Windou List Wiew
<
4 SnyderBook >
:! Get Started with Activities 4 December2010 )
>[5 Marketing Sulo Tuwe Th Fr 5a
> 5y Resource Center
gy 1. Import & Export ia 34
> 8 Sales 5 6 7 6 91011
- G sendce + Import from Files [12]13 14 15 16 17 18
> [ settings & mbout Importing 19 20 21 22 23 24 28
4[] Workplace + Export to Excel 26 27 28 29 30 31
4 My Work =
53] Dashboards
[ Activities = My Activities 4
’;WW Search My Activities » Fiter _~
3 Duplicate Detectio
&y Queues [ | Activity Tyne Subject Regarding Priority Sta &
[ articles 2 Task Call to follow up on proposal Hormal | el i,
[#] Rreports & Task Check in on 2011 budgets Normal No
o Announcements 2 Task Iake sure custamer survey is completed Hormal Mo
» [ Customers 2 Task Evaluation Plan agreed upon (sample) Normal Fri
") Viline cmn mf v oo een b fon ot ik b
4 i »
O1-270f27 Page 1| frvange By: Flag: Due D.. | =
5 e s Type @ new task
[ mail j Call to follow up on proposal
a
gﬁ‘ SnyderBook
Task =1 @
| calendar ©ppty|Develol
ﬁ Subject Call to follow up on praposal i) e Y
[OpphyDevelap pr.. \d
&=| contacts {OpptyiDevelon pr.. v
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Logging On to Microsoft Dynamics CRM
via Mobile Express

If you need to access your Microsoft Dynamics CRM system while you are out of the
office and away from a computer, you can use the Mobile Express module to access
the system with an Internet-enabled device such as a cell phone. Mobile Express displays
webpages in a streamlined format specifically designed to work on small screens and
with a wide variety of mobile web browsers so that you can access the system from most
Internet-enabled cell phones (even devices that do not use Microsoft software).

SET UP Confirm that your system administrator has enabled Mobile Express for your
Microsoft Dynamics CRM system before beginning this exercise.

1. On your mobile device, open the web browser.

2. In your mobile web browser, type the web address of your Microsoft Dynamics CRM
site and add an /m after the address. For example, if your Microsoft Dynamics
CRM URL address is http://sonoma3.crm.dynamics.com, then you should type
http://sonoma3.crm.dynamics.com/m in the address bar.

3. If you are using Microsoft Dynamics CRM Online, you will need to enter your Windows
Live ID user name and password. Then click Sign In.

[ ATET = 9:37 PM 100% ==

£7Windows Live™
Sign in
Windows Live ID:
Password:

[ )

Forgot your password?

J—
[ Signin )

Don't have a Windows Live ID? Sign up

4. In an on-premise or partner-hosted deployment of Microsoft Dynamics CRM,

you will see a logon screen on which you must enter your user name and pass-
word. Then click Sign In.
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It is possible that your login screen appears different than the following graphic,
depending on your system configuration. If so, please contact your system admin-
istrator for login instructions specific to your organization.

No Service = 8:30 PM 3 o7% &=

federation.sonomapar... & _

federation.sonomapartners,.com

Type your user rame and password.
Unar rame

-

After you log on, you will see the Mobile Express interface of Microsoft Dynamics CRM.

uill. ATET = 9:38 PM 100% &=k

sonomapartnersi.crm.... G -

©Microsoft 2010 | Privacy



http://

Key Points 17

Tip The list of records you see in Mobile Express will vary depending on how your
system administrator configured your system; therefore, what you see will differ from
what is shown in these images.

Key Points
e Microsoft Dynamics CRM is a web-based application that lets businesses easily
track and manage their customer data.
e The three modules of Microsoft Dynamics CRM are Sales, Marketing, and Service.

e You can access Microsoft Dynamics CRM data through Internet Explorer, Microsoft
Dynamics CRM for Outlook, or Mobile Express on a handheld device such as a
cell phone.

e Microsoft Dynamics CRM integrates with other Microsoft products such as Word,
Excel, Microsoft Lync, and SharePoint Server.
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Getting Around
in Microsoft
Dynamics CRM

In this chapter, you will learn how to

Understand and work with the components of the user interface.

Use Microsoft Dynamics CRM views to work with records.

Use Quick Find to search for records in a view.

Work with lookup fields and use the automatic resolution feature.
Modify your personal options to suit your preferences.

Use the Resource Center to learn more about Microsoft Dynamics CRM.

SN XSXXSXXKX~

Access software help within the system.

Before showing you how to track and manage customer data in Microsoft Dynamics CRM,
we want to explain where to find the areas referenced in this book and show you how to
navigate through the software. You'll also learn about the resources available for more
information on how to work with the software.

Practice Files There are no practice files for this chapter.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms or fields referred
to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

19
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Understanding the Microsoft Dynamics CRM

User Interface

Most of the time, you will access Microsoft Dynamics CRM through one of its two primary
user interfaces: the web client or Microsoft Dynamics CRM for Outlook. The exercises
and examples in this chapter use the web client, unless otherwise specified. Chapter 5,
“Using Microsoft Dynamics CRM for Outlook,” explains the system navigation specific
to the Microsoft Outlook interface. To help you better understand how to navigate the
software, the various components of the web interface are described here.
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- Application areas
Application navigation pane

- Grid

The following list describes the sections of the user interface:

Ribbon The ribbon includes buttons and tabs that let you quickly access system

actions. If you have used the 2007 Microsoft Office system or Office 2010, you will
recognize the ribbon because it appears in most of the Office applications as well.
The ribbon is unique because the buttons and tabs dynamically update based on
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what the user is doing within the system. For example, navigating to Contacts will
display different ribbon buttons and tabs than when you navigate to Opportunities.
The idea behind the ribbon is to display the most common activities to a user rela-
tive to where he or she is in the system, which will save clicks.

Grid The grid displays a list of records. Each record set is known as a data view in
Microsoft Dynamics CRM. The grid consists of rows and columns of data. At the
bottom of the grid, you can find information about the number of records in
the view. The grid also includes an index bar that allows you to quickly filter
records in the grid based on the starting letter. Microsoft Dynamics CRM applies
the ribbon actions against the records selected in the grid. For example, if you select
three records in a grid and click a button on the ribbon, Microsoft Dynamics CRM
will apply that button’s action to the three records you selected.

Application navigation pane This portion of the user interface provides access to
the various types of Microsoft Dynamics CRM data. Simply click a hyperlink in the
application navigation pane to view that set of records.

Application areas Each application area provides a logical grouping of Microsoft
Dynamics CRM records. The default application areas are Workplace, Sales, Marketing,
Service, Settings, and Resource Center. If you click one of these buttons, Microsoft
Dynamics CRM will update the application navigation pane to display the records
grouped within that section.

Get Started pane The Get Started pane displays help information about how to work
with Microsoft Dynamics CRM. The help information consists of different types of
content such as videos, hyperlinks to help pages, or links that launch system actions.
The Get Started pane content dynamically updates with different help information
depending on the type of records you are viewing.

Tip You can collapse and expand the Get Started pane by clicking the arrow located
directly beneath the pane. You can also turn off the Get Started pane for all records
by updating your personal options. For more information, see "Setting Personal
Options" later in this chapter.

View selector The view selector allows you to select different views of data.

Quick Find The Quick Find functionality allows you to enter text to quickly search
for specific records.
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e Chart This area of the user interface displays charts and graphs. The data that
appears in the chart is specific to the currently selected view. For example, viewing
a top-customers chart with the Open Opportunities view selected will show the chart
with all of the open opportunities. Viewing a top-customers chart with the My Open
Opportunities view selected will show the chart only with the opportunities that you
own. The actual appearance of the chart might vary, depending on your data.

Tip As with the Get Started pane, the chart can be collapsed and expanded by
clicking the arrow located in the upper-right corner of the Chart area.

When you open a record in Microsoft Dynamics CRM, you'll see additional parts of the

user interface.
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Ribbon Just like the ribbon in the main user interface, the ribbon on each individual
record includes buttons and tabs related to that record type.

Entity navigation pane Similar to the application navigation pane, the entity navi-
gation pane displays different types of Microsoft Dynamics CRM records. However,
the entity navigation pane displays only those records that are linked to the open
record. For example, clicking the Contacts link in the entity navigation pane of an
account record will display only those contacts that have the open account record
listed as their parent customer. In addition to showing related records, you can click
the text links located under Information in the navigation pane to jump to specific
sections of the form.

Body The body displays the data related to the open record. The fields on the entity
form are sometimes referred to as attributes.

Header The record header includes data about the record, and it always remains
visible when the record is open even if you click one of the related entities in the
navigation pane.

Footer Just like the header, the footer remains visible at all times when you have
the record open. You might want to include certain data fields in the footer so that
you can view them at any time when working with a record.

Jump selector If you open a record from a view of data, the jump selector allows
you to quickly jump to other records in the view. By clicking the picklist, you can
see a list of contacts from the originating view and select one. In addition, you
can click the Up or Down arrow to open the previous or next record from the view.

Tip You can use the Ctrl+> (right angle bracket) keyboard shortcut to advance to
the next record or Ctrl+< (left angle bracket) to move back to the previous record.

.


http://

24 Chapter 2 Getting Around in Microsoft Dynamics CRM

Using Views to Work with Data Records

Now that you understand the main components of the Microsoft Dynamics CRM user
interface, you're ready to start working with data records. Microsoft Dynamics CRM
uses a view to display a list of data records in a grid. You will spend a lot of time working
with views, so it's important to understand the utilities that Microsoft Dynamics CRM
offers to work with views of data.

Each view can contain an unlimited number of data records. Microsoft Dynamics CRM
splits the view data into multiple pages of records, so you might need to click the page
arrows located in the lower-right corner of the grid to access the additional records
contained in your view. If the page arrows are disabled, your view does not contain
multiple pages of records.

Tip Even though Microsoft Dynamics CRM splits the view into multiple pages, you can
view the total count of records in the view by looking in the lower-left corner of the grid.
If your view contains more than 5,000 records, Microsoft Dynamics CRM will simply state
that the record count is 5000+.

In this exercise, you will change the data records that appear in the grid by selecting a
different view of the data. You might want to change views for various purposes, such as
exporting the records from the view into Microsoft Excel for a report or editing multiple
records at one time.

Tip You can change the width of a view column by clicking the column divider and
dragging it to the left or right. Resizing the column allows you to see more or less of
the record’s data.

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise.

1. In the application areas, click the Sales button.
2. In the application navigation pane, click the Accounts link.

By default, you will see a view of all of the active account records that you own in
your system.

3. Click the arrow in the view selector.

Microsoft Dynamics CRM displays a list of the views available for the account entity.

vww.allitebooks.cond
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4. Select Active Accounts.

Microsoft Dynamics CRM changes the records displayed in the grid to show all of

the active accounts in the database.

Sorting Records in a View

Within each view, you can sort the records to see them in a particular order. Each view
contains a default sort order, but you can change the record order in any grid. When you're
looking at a view, Microsoft Dynamics CRM includes visual indicators to show how it has
sorted the records. In the column header, next to one of the column names, you will see a
small triangle pointing up or down. This triangle indicates that this column'’s data is used to
sort the view records. An upward-pointing triangle means that the records are displayed
in ascending order (low to high or A to Z); a downward-pointing triangle means that the
records are displayed in descending order (high to low or Z to A). In addition to the triangle
in the column heading, Microsoft Dynamics CRM shades the column a light blue color in
the background to visually indicate that the view is sorting on this column.
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Changing the sort order of a column is very straightforward; all you need to do is click the
column heading. Clicking the column heading toggles the sort order between ascending
and descending.

You can also sort records by more than one column at a time. In this exercise, you will
sort a view by using multiple columns.

Important Even though you can display columns from related records in a view, you can
sort only on columns that are attributes of the primary entity in the view. For example, if
you have a contact view that contains columns from the related account records, you can
sort the contact view only by clicking the columns that contain contact data; clicking the
related account columns will not sort the records. You will not receive an error message
when you click the related columns; instead, Microsoft Dynamics CRM will not react at all.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. Open a
webpage that contains multiple records in a view.

1. Click the heading of the column by which you want to sort the records.

Microsoft Dynamics CRM adds the upward-pointing sort arrow and sorts the records
in the view in ascending order.

2. Hold down the Shift key and click the second column heading by which you want
to sort the records.

Microsoft Dynamics CRM adds another upward-pointing sort arrow to this column
and sorts in ascending sort order, while preserving the first sort column.


http://

Selecting and Refreshing Records in a View 27

Accounts: Active Accounts ~ [Search for records el

[~ | Account Name | Main Phone | Address 1: City = | Primary Contact | E-mail (Primary Contact) | @& <
F  Unusual Stare [sample] 5550178 Lebanon Thomas Axen [sample] someone_m@example.com [,
(5 Best o' Things (sample) 5550145 Los Angeles Darren Parker (sample) someone_e@example.com i;h
[ Basic Campany (sample] 5550174 Lynnwaod Cathan Cook (sample] someone_d@example.com 5
[ Elemental Goods (sample) 5550127 Missoula Gabriele Cannata (sample]  someons_h@example.com 5
[ Reateation Supplies (sample) 555.0171 Newport Beach  Susan Burk (sample] someone_I@example.com ®
[ Litware Inc. (sample] 5550116 Phoenix Marco Tanara (sample} someone_j@example.com 7
5 Variety Store (sample) 5550135 Port Orchard Wonne Mckay (sample) someone n@example.com | | F
[ Blue Company (sample) 5550131 Redmond Forrest Chand (sample) someone_g@example.con | ||
[ Designer Goods sample) 5550197 Redmond Eva Corets (sample) someone_f@example.com (
[ Grand store (sample) 5550135 Redmond George Sullivan (sample]  someone_i@example.com
[ Astore (sample] 555-0136 Renton Adrian Dumitrascu (sample]  someone_a@example.com
[} Affordable Equipment (sample) 555.0162 Santa Cruz Cat Frandis (sample) someone_c@example.com |+

1-14 of 14 (1 selected) Page1

Al # A B C D E F G H I J K L M N O P Q R S T U V W X ¥ Z

3. While keeping the Shift key down, click the second column heading again. \

Microsoft Dynamics CRM toggles the sort order to display the records in descending
order.

Selecting and Refreshing Records in a View

As you learned earlier in this chapter, you can use the buttons on the ribbon to perform
actions on selected records in a view. Microsoft Dynamics CRM offers a few different ways
to select records within a view. If you want to select one record, simply click the record row.
Alternatively, you can also point to the row you want to select and then select the check box
that appears on the far left. Taking either of these actions will cause Microsoft Dynamics
CRM to highlight the record with a blue background to indicate which record you selected.
If you want to select all of the records, select the check box that appears in the upper-left
corner of the view. Microsoft Dynamics CRM will highlight all of the records that appear on
the page. Deselecting the check box will deselect all of the records.

Important When you select the check box to select all of the records, you are only
selecting all of the records on the page. You are not selecting all of the records in the
view. For example, if your view contains 500 records and your page contains 25 records,
selecting the check box will select only the 25 records displayed on the page. Some of
the features in the ribbon, such as Export To Excel and Send Direct E-Mail, allow you to
select all of the records from the view, but many of the features in the ribbon (such as
assigning records and editing records in bulk) apply only to a single page of records.
Unfortunately, in these scenarios, you will need to repeat the action on each page of
records if your view contains multiple pages of records. Later in this chapter, we will
explain how to display up to 250 records per page in a view (instead of the default of
25 records per page). Displaying more records per page decreases the number of times
you need to repeat an action on a set of records.
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L]

If you want to select more than one record in a view (but not all of them), you can do so
by pressing the Ctrl and Shift keys. This technique should be familiar to users of Office,
because other applications such as Excel and Outlook also allow users to select multiple
items by holding down the Ctrl or Shift key while clicking the desired records.

As you work with the records in a view, you might find that the view does not refresh the
data set as you expect. This might happen when you're working with different sets of
records in multiple Internet Explorer windows or if a different user is editing the records
in your view.

Tip As a best practice, refresh the data in a view before performing any actions on the
data set.

In this exercise, you will manually refresh the data that appears in a view, and then select
multiple records in the view.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. Open a
webpage that contains multiple records in a view.

1. In the upper-right corner of the view, click the Refresh button. Microsoft Dynamics
CRM refreshes the data in the view.

2. Click a record in the view. Microsoft Dynamics CRM highlights the row, indicating
that the record is selected.

3. To add one record to your selection, hold down the Ctrl key and select another
record.

Microsoft Dynamics CRM highlights this new record as well, indicating that you've
selected it.

4. To include multiple records in a selection, click one record, and then hold down the
Shift key and select another record.

Microsoft Dynamics CRM selects and highlights the two records you clicked and all
of the records in between.

With the appropriate records selected, you can apply the desired action to the
records.
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Editing Multiple Records in a View

As you work with various records in a view, you might want to update the data in multiple
records at one time. Microsoft Dynamics CRM allows you to select multiple records in a view
and edit them with one form so that you don't have to modify each record individually.
This feature can provide a significant time savings if you need to modify a large number of
records. Although the edit multiple records feature is very convenient, it does contain a few
notable restrictions:

Edit

If a particular field contains programming script behind the scenes (as configured
by your system administrator), you cannot edit the data in that field while editing
multiple records.

You cannot use the edit multiple records feature to remove values from a field. You
can only modify or add data to a field.

You cannot use the edit multiple records feature to edit certain fields in Microsoft
Dynamics CRM, such as the Parent Account field of the account record or the Parent
Customer field of a contact record.

The edit multiple records feature updates only the selected records on the page; you
cannot use it to update all of the records in the view if the records span multiple pages.

If a data field is read-only on the form, you cannot edit it with the multiple record
edit tool.

Tip Even though you cannot edit the owner of a record by using the edit multiple
records feature, you can easily change the owner of multiple records at one time by
using the Assign feature located on the ribbon.

In this exercise, you will update the State/Province field for multiple contacts.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. Open a
view of Contacts that contains more than one record.

1. While holding down the Ctrl key, click two or more of the contact records.

Microsoft Dynamics CRM highlights the records you click to indicate that they
are selected.

2. On the ribbon, click Edit.
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The Edit Multiple Records dialog box appears. This dialog box is very similar to the
contact form, with the same layout and fields.

# | Microsoft Dynamics CRM -- Webpage Dialog ===
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3. Locate the State/Province field, and type Hlinois in the field.
4. Click the Save button.

Microsoft Dynamics CRM updates the State/Province field of the selected records
and closes the Edit Multiple Records dialog box.

Using Quick Find to Search for Records in a View

Even with the sorting features in views, sometimes it can be time consuming to manually
look for a particular record, especially if the view contains a large number of records. To
help address this concern, Microsoft Dynamics CRM includes a Quick Find feature that
allows you to search for records by using keywords or wildcard characters. You can find
the Quick Find search box above the grid and to the right of the view selector. To use

it, enter a search phrase and press Enter on the keyboard or click the button with the
magnifying glass to start the search. Even though Quick Find is simple to use, there
are a few tips and tricks that will help you find records more efficiently.
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e Your system administrator can configure Microsoft Dynamics CRM to search for
matching records across multiple columns. For example, you could search for par-
ticular contacts by name, phone number, or email address. You can even include
custom data fields as part of the search criteria.

e When you enter search text, Microsoft Dynamics CRM will search for the value as it
is entered. By default, it will not search for partial records. For example, if you search
for a phone number by entering 555-1212 and the contact’s phone number is (312)
555-1212, Microsoft Dynamics CRM will not consider that a match. It will return only
those records that have 555-1212 as the start of their phone number.

e Of course, there will be times when you don’t know the exact value you're searching
for. In these cases, you can enter an asterisk (*) as a wildcard character in your Quick
Find search. In the previous example, if you did not know the exact phone number,
you could search for *555-1212 and Microsoft Dynamics CRM would find the (312)
555-1212 matching record, plus any other records that ended with 555-1212.

Tip You can enter the wildcard character anywhere in your search criteria: at the
beginning, in the middle, or at the end. If you can’t find the record you're looking
for, be sure to try different combinations with the asterisk wildcard. Note that the
Quick Find feature is not case sensitive in its searches.

e |f you start a Quick Find search when you're working with a specific view, such as
My Active Contacts, you might expect that Microsoft Dynamics CRM would search
for matching records only within the My Active Contacts view. However, Quick Find
always searches for matching records across all active records for that entity. Quick
Find ignores inactive records.

Tip To filter records within a specific view, you can click the letters that appear at the
bottom of the view (also referred to as the index bar). Clicking a letter will update
the view to show only those records whose entry in the current sort column starts
with the selected letter. For example, if you're looking at the My Active Contacts
view with the records sorted by City and you click B in the index bar, Microsoft
Dynamics CRM will show you only those records in which the city starts with the
letter B. If you then click the Full Name column to sort by that field and click the letter
Cin the index bar, Microsoft Dynamics CRM will update the My Active Contacts view
to show only those records in which the Full Name entry starts with the letter C.

In this exercise, you will use the Quick Find feature to search for records in Microsoft
Dynamics CRM.
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SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. Open a
view of Contacts that contains more than one record.

1. In the Quick Find box, type *ca and press Enter.

Microsoft Dynamics CRM will search for and return all active contacts with
matching records.

& Contacts: My Active Contacts - Microsoft Dynamics CRM - Windows Intemet Explorer [E=n R ==
@LJ < i s/ crmad Limainline dev sonomapartners.lacal SBS201 L/main.aspr= ~[4] x| [l 5ing o~
. = o »
S Favarites | Contacts: My Active Contacts - Microsaft Dynam... B v B - 1 @ - Page= Safety v Toolsv @~
44 Microsoft Dynamics CRM [
Contadts | View  Charts  Add  Customize SESZML e
= l:ﬁ,‘twwte r ﬁ % g o Share :1 ig F; (3
—= 3 Deactivate j a 3 _1J B Gy copyalink . U
Hew E dit Merge | Detect  SendDirect Add to Marketing Comnect Assion o Run Stalt Run  Import  Adyanced
K Delete . Duplicates >~ E-mail List A Emailalink . Worlflow Dialog  Report. Datar Find
Records Collabarate Proces Data
Sales | G3~ e
. Contacts: Search Results ~ 1
S Leads e £
CF opportuntties [T | Fullbame Parent Custamer Address 1: City | Address 1: Phone Business@| <
[ Accounts V] 82 caroline Vicknair Everett 5550112 il
] Contacts ]88 cat Francis (sampls) Affardable Equipment (sam  Duall 555-0178 || @
] Marketing Lists ) - =
- 1189 Gabriele Cannata Elemental Goods (sample)  Redmaon 5550168 || X
& competitors T
@ Products 71184 cabriele Cannata (samplej Sanoma Partners Redmonc ss5.018% || 5
[E] sales Literature g
|5 quotes §
|5 orders 3
= &
[E] 1voices o
g
b Quick Campaigns I
@ Goals I

2] Goal Metrics
[ rellup Queries
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B sewvice
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2. To cancel the search, click the X button to the right of the Quick Find box, or simply
select a new view in the view selector.

Setting a Default Personal View

For each type of record, your system administrator can specify the default view that you
see when you navigate to a list of those records. However, Microsoft Dynamics CRM also
allows each user to specify his or her own personal default view independent of the system
administrator’s settings. You might find that using this feature saves you dozens of mouse
clicks per day.
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Important The default view loads first for each web browsing session; however, Microsoft
Dynamics CRM also keeps track of your most recently visited view within a web session and
displays that first for convenience.

In this exercise, you will set a new default personal view.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1.

Navigate to the Accounts view. The default view for Accounts is My Active Accounts,
so you will see that first. Let's assume that you want to change the default view
(just for you) to Active Accounts.

Click the view selector and select Active Accounts.
On the ribbon, click the View tab.
Click the Set as Default View button.

You have now set this view as your personal default for Accounts. The next time you
log on to Microsoft Dynamics CRM and navigate to Accounts, you will see the Active
Accounts first.

Let's see how the default view works within a single web browsing session. Click the
view selector and select Inactive Accounts.

In the application navigation pane, click Contacts. Now let's navigate back to
Accounts to see which view appears first.

In the application navigation pane, click Accounts.

You will see the Inactive Accounts view first, even though the Active Accounts view
is your personal default. This is because Microsoft Dynamics CRM displays the last
view you accessed within the web browsing session by default.

Now close the Internet Explorer window, open a new window, and access Microsoft
Dynamics CRM again.

Navigate to the Accounts views, and you will see the Active Accounts view first
(your default personal view).
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Accessing Recently Visited Records and Views

As you spend the day working in Microsoft Dynamics CRM, you will probably find that you
frequently use the same records or views again and again. Fortunately, Microsoft Dynamics
CRM includes a recently visited feature that allows you to quickly access records and views.
This will save you time and clicks.

As you would expect, the recently visited section keeps track of the various records and

views you have worked with recently. In addition, as with the other Office applications
that include this type of recently used functionality, you can pin specific views or records
so that they always remain in your recently visited list.

In this exercise, you will access the recently visited list and pin a view for future quick access.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. Click the recently visited button, which always appears in the upper-left corner of
the application window, directly under the ribbon.

A new menu appears, and you will see two lists of records and views. The left column
lists your recently visited records, and the right column lists your recently visited views.
Both columns also include an icon of the record or view type so that you can visually
determine which type of entity the record or view corresponds to.

(= 2. Click one of the gray pin icons to permanently pin that record or view. After

you click the pin, the pin icon will update by turning green and changing to look
like it is standing upright. That pinned record or view will always remain in your
recently visited list.
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3. To load the record or view from the recently visited list, simply click its name. To
unpin a record or view, follow the same steps and click the green pin icon to unpin
the record or view from your recently visited list.

o Tip You can click the Home button located to the left of the recently visited button
at any time to return to your default home page.

Using Lookups and Automatic Resolution

One of the main benefits of any customer relationship management system is that the
software allows you to create relationships between records in your database. These
relationships allow you to understand the different types of data about your customers,
vendors, and partners, and how they interact with one another. The Microsoft Dynamics
CRM user interface displays the link between two records by using a lookup. The default
contact form includes two lookups: one for the Parent Customer and one for the
default currency.

§s| Contact Contacts ~[ale
Adrian Dumitrascu (sample)

~ General

Salutation Business Phone 5550156
First Name * Adrian Home Phone
Middle Hame Mobile Phone

Last Name * Dumitrascu (sample) Fax

Job Title Purchasing Assistant Parent Customer (= & store (sample) =
E-mail someone a@example.com Curreny 24 us Dollar e}
Address
Address Name ZIFfPostal Code 86372
Street1 249 Alexander Pl Country/Region u.s.
Street 2 Phone
Street3 Address Type \L]
Address 1: City Reamond Shipping Method -
Address 1: wa Freight Terms -
State/Province

¥ Details

Professional Information

Status Active
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You can visually determine that a field is a lookup because:

e The text in the field is hyperlinked (blue and underlined).
e There is an icon to the left of the text that indicates the entity of the linked record.
e The field includes an icon with a window and a magnifying glass.

Clicking the hyperlinked text in the field will launch a new window displaying the linked
record. Unlike the other fields on the form, in which you simply enter data into the field,
lookup fields require you to select a record to link to. You can link records in the lookup
field by using one of three techniques:

e Use the Look Up Records dialog box To use this technique, click the lookup icon.
Microsoft Dynamics CRM will then launch the Look Up Records dialog box, which
you can use to search for and select a specific record.

e Use automatic resolution To use this technique, simply start typing the name of
the linked record in the lookup field. After you enter all (or a portion) of the linked
record’s name, click a different form field or press the Tab key. Microsoft Dynamics
CRM will then try to automatically resolve your entry to an existing record.

e Select recently used As you start typing in a lookup field, you might notice that
a list of records automatically appears under the lookup field. This list of records is
known as the most recently used list. To choose one of these records, simply click
the one you want.

Tip The automatic resolution feature in lookups can provide a significant time savings
when you work with many different records.

Microsoft Dynamics CRM will try to match records in the lookup by using the find fields of
the entity. The record name is typically included as a find field, but your administrator might
configure additional find fields that you can use with automatic resolution. If Microsoft
Dynamics CRM finds just one matching record during the automatic resolution, it will
populate the lookup field with a link to that record. If more than one match is found,
the lookup field will display a yellow match icon and color the text you entered as red.
Click the yellow match icon to view the potential matches, and then select the record
you want. Microsoft Dynamics CRM will then use that value for the lookup field.
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@E Contact Contacts MEIR

Darren Parker (sample)

¥ General
Salutation Business Phaone 555-0156
First Name* Darren Home Phone
Middle Hame WMabile Phone
Last Name™ Parker (samplel Fax

Job Title PuUrchase assistant Parent Customer bl

3
=)

E-mail someone e@eample com Mare than one match was found:

Address [ Blue Ce

Address Name ZIF/Pastal Code
Street 1 7691 Benedict Ct. Country/Region s
Street 2 Phone

Street 3 Address Trpe -

If Microsoft Dynamics CRM does not find any potential matches, it will color the text
red and display a red circle with a white X.

If you want to remove a value from a lookup field, you can select the white portion
of the field (without clicking the hyperlinked text) and then press the Backspace key or
Delete key.

In this exercise, you will use the most recently used list to populate a lookup value.

SET UP Log on to the Microsoft Dynamics CRM website through the web client
before beginning this exercise. Make sure that you have the Microsoft Dynamics
CRM sample data loaded.

1. Navigate to a contact view and open any contact record.

2. In the Parent Customer field, click the white space and start typing an account
name. For this exercise, type good and press the Tab key. You will see that Microsoft
Dynamics CRM did not find any matching records, and therefore it displays the red
circle with the white X.

3. In the same Parent Customer field, click the white space and type *good. This
time you added the asterisk wildcard in front of your entry. As you learned in
the Quick Find section earlier in this chapter, the asterisk wildcard expands the
search to include anything that has the text good in it. In our first example (without
the wildcard), Microsoft Dynamics CRM only searches for matching records that
begin with the text good, and it didn't find any matches.
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4.

With the wildcard included in the search, Microsoft Dynamics CRM will display the
yellow match icon. Click this icon to see the list of records that matched your *good
entry. You will see that four possible matches are listed: two accounts and two con-
tacts. Even though the contact records don't appear to have the text good in their
name, they appear as a possible match because these contacts are linked to the
accounts that do have the text *good in their name.

@:l Contact Cantacts MEIRS
Darren Parker (sample)
v General
Salutation Business Phone 5550156
First Mame ¥ Darren Home Phone
Middle Name Mabile Phone
Last Hame * Parker fsamplel Fax
Job Title Purchase assistant Parent Customer &\ *qood .3[
E-mail someone e example.com Currency IMore than ane match was found: 3
Address [ Designer Goads (sample)
5 -
Address Name ZIP/Postal Cade [ Elemental Goads (samplel
8] Eva Corets isamplel
Street1 6 dict ct, Country/Region - .
7o Benzdict cx . 59 Gabriele Cannata sample)
Street 2 Phone Loak Ub Mare Recards
Street3 Address Tipe -

Select Elemental Goods (sample). When you do so, Microsoft Dynamics CRM
automatically adds this record to your most recently used list. Now you will
access that list from a lookup field, but first you will need to clear out the
existing value.

In the Parent Customer field, click the white space and press the Delete key. This
will blank out the Parent Customer field.

Now click in the Parent Customer field and type e. Microsoft Dynamics CRM will
display the most recently used list directly beneath the lookup field.

To select a record from this list, click it with your mouse. Alternatively, you can
use the down arrow on your keyboard to select the record you want and then
press Tab.

@:J Contact Contacts MEIRS
" Darren Parker (sample)
~ General =
Salutation Business Phone 555-0156
First Mame ¥ Darren Home Phone
Middle Name Mobile Phone
Last Name™ Parker isample} Fax
Job Title Purchase assistant Parent Customer e =
E-mail someone e@example.com Currency (5 Elemental Gaads (sample) |fﬂ
Address
Address Name ZIFPastal Code 57065
Street1 7691 Benedict Ct. Country/Region us.
Street2 Fhone

Street3 Address Tipe -
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P Tip If you want to manually remove a record from the most recently used list, point

to it with your mouse and click the Delete button.

Setting Personal Options

Setting Personal Options

39

Microsoft Dynamics CRM allows you to set personal options to modify the user inter-

face. You can access your personal options by clicking the File tab in the ribbon and
then clicking Options to open the Set Personal Options dialog box. Although we won't
review all of the personal options available, we do want to review a few common con-

figuration options.

& Sct Personal Options — Webpage Dialog

Set Personal Options
Change the default display settings to personalize Microsoft Dynamics CRM, and manage your e-mail templates.

General | Workplace | Adtivities | Formats | E-mail Templates  E-mail | Privagy | Languages

Select your home page and settings for Get Started panes

Default Pane Waorkplace - Default Tab Dashboards

[V Show Get Started panes on all lists

Set the number of records shown per page in any list of records.

Recards Per Page 25 -

Select the default mode in Advanced Find

Advanced Find Mode  Simple " Detailed

Set the time zone you are in

Time Zone (GMT-06:00) Central Time (US & Canada) -

Select a default currency

Currengy =}

Support high contrast settings
Select this option if you are using the High Cantrast settings in your browser or operating system.

[ Enable high contrast

View your user information,

htp:/fcrmSheta/shs2011/tools/p g gs/personalsetting: asp € Local intranet | Protected Mode: Off

On the General tab, you can specify the following:

e Default home page By changing this selection, you can determine which page
Microsoft Dynamics CRM will start on after you log on with the web client. Select

the pane and tab you use most frequently.

e Show Get Started panes on all lists If you want to turn off the Get Started panes

throughout the entire system, deselect this check box.

o
<


http://

40

Chapter 2 Getting Around in Microsoft Dynamics CRM

Records per page As we mentioned earlier, you might want to change the number
of records that appear on a page. By displaying more records on a page, you can
apply actions to a larger data set. However, you should be aware that users with

a large number of records per page might experience slower performance as the
page loads, so use caution with this setting.

Time zone Be sure to select the correct time zone to match the time zone of your
computer. If this time zone setting does not match the time zone on your computer,
you might find that appointments synchronized to Outlook are shifted by a few hours.

On the Workplace tab, you can select which application areas to display in the navigation
pane. This setting will appear only to you as an individual user; it will not apply to all users
in the system. Therefore, feel free to set up the Workplace area in whatever manner is most
comfortable for you. In this exercise, you will modify your Workplace pane to include new
areas of the user interface.

Tip The Set Personal Options dialog box in Microsoft Dynamics CRM for Outlook provides
additional configuration options when compared with the dialog box in the web client. For
more information about the personal options in Outlook, see Chapter 5.

SET UP Log on to the Microsoft Dynamics CRM website through the web client
before beginning this exercise.

1.
2.

On the ribbon, click the File tab.

Click Options.

The Set Personal Options dialog box appears.
Click the Workplace tab.

Select the check box to the left of Sales.

Microsoft Dynamics CRM updates the preview on the left side of the dialog box to
include the Sales area.
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# | Set Personal Options -- Webpage Dialog ==l

Set Personal Options
Change the default display settings to personalize Microsoft Dynamics CRR, and manage your e-mail templates.

General | Workplace | Activities | Formats | E-mail Templates = E-mail | Prvaqy | languages

Select which groups are displayed in the Workplace pane

Preview: Select Workplace Areas:
4 My Work

[55 Dashboards ke sales

[ Activities I~ Marketing

[ calendar [ semice

%3 Imports

43 Duplicate Detection I Scheduling

& Queues

[Q Artictes

(3] reports

= Announcements

4 Customers
(= Accounts
|84 Contacts
4 Sales
B Marketing Lists
&) Leads
F opportunities
|3 Quotes
|5 Orders
5] mvoices

hitp://crmSbeta/sbs2011/tools/personalsetting gs/personalsetting asp € Local intranet | Protected Mode: Off

5. Click OK.
6. Click Workplace in the application areas.

Microsoft Dynamics CRM now includes the Sales area that you just added in the
application navigation pane.

Using the Resource Center

Microsoft Dynamics CRM includes a Resource Center that provides additional information
about the software. To access the Resource Center, simply click Resource Center in the
application navigation pane. The Resource Center contains dynamic content hosted on
the Microsoft servers, and Microsoft provides continual updates to this content. You will
need an Internet connection to access content from the Resource Center.
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& Resource Center: Highlights - Microsoft Dynamics CRM - Windows Intemet Explorer [E==E=R—==
@U = [ Jig heps/ermad Liminline dev sonomapartners.local/SBS201 SSnydlar/main.aspe ~[4] x| [lo 5ing o~
= = —
< Faverites |y Resource Center: Highlights - Microsoft Dynamic... - v [ deh v Pagew Safetyv Tools v @~
48 Microsoft Dynamics CRM Mike snyder @
Home SB52011Snyder
Mew  Mew  Impart Advanced
Adtivity » Records  Data  Finel
Hew Toals
Resource Ce...| {3} | 3~ Resource Center ol
iy Highlights Highlights MARKETPLACE | & vIDEO RSS
= Administratian
= @ Gowea
Find articles, diagrams, and videos ta help you work better
‘ Type in your question or keyward here |,0 | - ‘ My Accaunt L
e
g Downloads 9 Support i
+ Microsoft Dynamics CRI + Search the Knowledge Base
Report Autharing Exter + Sign in ta CustomerSource .
+ Micrasaft Dynamics Sure Step Communit h
Guide
it, Community 19 Documentation
+ Read forums + What's Hew In Micrasort =
+ Read the CRM Team blog Dynamics CRM 2011
(] workplace + Microsoft Dynamics CRIM 2011
Readme .
& Get started with CRM
5 sates + Microsoft Dynamics CRM 2011 )
1. Configure
[E Marketing Implementation Guide
+ Get started using Outlook
Service
L Most Popular Recently Added [l 2. Import your data
& settings  Impoiting data
&Y Resource Center 3. Personalize i
| What's naw in Micrnzaft Nivnamics | Tmnartine vanr eata
Done 7] € Interet | Protected Made: On S v ®00% v

In addition to articles about using the software, the Resource Center contains links to
other Microsoft Dynamics CRM resources such as downloads, support information,
online communities, and documentation.

Accessing Help in Microsoft Dynamics CRM

(7] Even though most users indicate that Microsoft Dynamics CRM is intuitive and easy
to learn, you might have questions about the software. Fortunately, Microsoft Dynamics
CRM includes help guides for end users as well as for administrators. To access help,
you can click the Help button that is always located in the upper-right corner of the
screen.

Alternatively, you can access the help information by clicking the File tab on the ribbon
and then clicking Help on the submenu.

Microsoft Dynamics CRM Help is context sensitive, so the software can show you the
portion of the help content most relevant to the page you're currently viewing. For
example, if you're viewing a lead record and you click the Help On This Page option,
Microsoft Dynamics CRM will automatically direct you to the Help topic titled “Work
with Leads.”


http://

Key Points 43

Tip Your system administrator can customize the help content that appears in Microsoft
Dynamics CRM to include specific instructions about your unique Microsoft Dynamics CRM
deployment.

Key Points f

e To sort records in a view, click the column heading to toggle the records in ascending
or descending order. To sort by more than one column, hold down the Ctrl key and \
click a second column header.

e To select records in a view, use the Ctrl or Shift key to select multiple records.
Selecting the check box will select all of the records on the page, but not all of
the records in the view.

e You can modify multiple records at once, but you can only edit records one page
at a time.

e The Quick Find feature allows you to search for records in a view. You can use the
asterisk (*) as a wildcard character in your searches. You can also use the wildcard
character in lookup fields.

e You can access recently viewed records and views through the recently visited
menu, and you can pin views and records that you want to keep on the recently
visited list.

e Lookups link records in the user interface. You can use the automatic resolution
feature by typing text directly into the lookup field. You can also select records
from the most recently used list with lookup fields.

e You can modify your personal options to specify your preferences, including the
start page that will be displayed when Microsoft Dynamics CRM first loads or the
number of records displayed on each page.

e The Resource Center and the Help section include additional information about
using the Microsoft Dynamics CRM software.
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3 Working with
Accounts and
Contacts

In this chapter, you will learn how to

Create an account.

Use parent accounts and sub-accounts.
Create a contact.

Attach files to accounts and contacts.
Deactivate and activate records.

Share accounts and contacts with other users.

Assign accounts and contacts to other users.

AN N NI N N N N

Merge account or contact records.

The previous chapters covered a lot of the background information about Microsoft
Dynamics CRM. In this chapter, you'll start working with customer records. Accounts
and contacts are two of the most important and frequently used types of records in the
system. As you learned in Chapter 1, “Introduction to Microsoft Dynamics CRM,” CRM
stands for Customer Relationship Management, and capturing the relationships between
the accounts and contacts that work with your organization is one of the most valuable
benefits of the Microsoft Dynamics CRM software.

In Microsoft Dynamics CRM, an account is a company or other business entity that inter-
acts with your organization. If your business sells products and services to other businesses,
accounts might represent your customers. Contacts in Microsoft Dynamics CRM represent
specific individuals, who might or might not have a relationship with an account record.
Contacts records can be managed within the system without any association to specific

45
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account records, which you might find useful if your organization'’s target customers
include consumers. In addition to tracking customers, you might also want to track the
other organizations and people that interact with your company, such as competitors,
consultants, partners, suppliers, and vendors. This chapter will teach you how to distin-
guish between these different types of records. You'll also learn how to link contacts to
accounts so that you can track how each person relates to a different business. By cap-
turing as much data as possible about accounts and contacts, you can begin to develop
a 360-degree view of each person and business related to your organization. When you
understand all of the interactions with each account and contact, you will be able to
work more efficiently, make better decisions, and provide improved customer service.

For example, assume that you're a sales representative who is using Microsoft Dynamics
CRM, and you want to approach an existing customer about purchasing an additional
product from your company. Before you pick up the phone to call the customer, it
would be ideal for you to know whether the customer is experiencing any problems

or issues with the product he or she purchased from you last year. A happy customer
without any service issues will be more likely to purchase from you than a customer
who is experiencing a lot of problems. Now let's assume that your customer service
department is also using Microsoft Dynamics CRM and tracking all of the service requests
in the same system you're using to track sales and marketing activities. When you view
the customer record in Microsoft Dynamics CRM, you will be able to easily view all of
your sales information and all of the customer service requests. If sales and service
were using two different systems, you might have to make multiple phone calls or
check in two different places to get the full picture of a customer’s dealings with your
organization. Microsoft Dynamics CRM allows you to quickly review a customer record
to understand the whole picture before you approach the customer about purchasing
additional products or services.

In this chapter, you will create accounts and contacts within Microsoft Dynamics CRM, then
work with them to track business relationships, attach related files, and share permissions
to the customer data with another member of your team.

Practice Files Before you can complete the exercises in this chapter, you need to copy
the book’s practice files to your computer. The practice files you'll use to complete the
exercises in this chapter are in the Chapter03 practice file folder. A complete list of
practice files is provided in “Using the Practice Files” at the beginning of this book.
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Important In this chapter, you will work with accounts and contacts by using the web
client, not the Microsoft Dynamics CRM for Outlook client. Both clients share almost all
of the concepts and steps for working with accounts and contacts. However, Microsoft
Dynamics CRM for Outlook includes some additional account and contact functionality.
One of the most important benefits of Microsoft Dynamics CRM for Outlook is the ability
to synchronize contacts from Microsoft Dynamics CRM with your Microsoft Outlook contact
list. You can then synchronize your Microsoft Dynamics CRM contacts in Outlook to a mobile
or handheld device. Chapter 5, “Using Microsoft Dynamics CRM for Outlook,” discusses the
Outlook synchronization process in detail.

Important The images used in this book reflect the default form and field names (
in Microsoft Dynamics CRM. Because the software offers extensive customization

capabilities, it's possible that some of the record types or fields have been relabeled

in your Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or

security roles referred to in this book, contact your system administrator for assistance. \

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Creating an Account

Accounts represent businesses or organizations in Microsoft Dynamics CRM. You can
access account information from the Sales, Marketing, and Service areas. The Account
form consists of multiple sections, each of which contains data fields.

In accounts, contacts, or any other type of record in Microsoft Dynamics CRM, required
attributes are marked with a red asterisk (*) to the right of the field name. The red asterisk
indicates that you must enter a value in that field before you can create or save the record. If
you try to create or save a record in which a required field does not contain data, Microsoft
Dynamics CRM will prompt you to enter data in the field, and it will not save your changes.

A blue plus (+) symbol to the right of a field's name indicates that the field is recommended.
You can still create or edit records without entering data in a recommended field.

In this exercise, you will create a new account record.
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-

Mew

Save

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise.

1.
2.
3.

In the Sales area, click Accounts.

In the ribbon, click the New button to launch the New Account form.

In the Account Name field, enter Sonoma Partners. If your system includes
additional required fields (as indicated by a red asterisk), you will need to enter
values into those fields as well.

In the Street 1 field, enter 525 W. Monroe St.

In the City field, enter Chicago.

In the State/Province field, enter IL.
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7. Click the Save button to create the account.

Tip You can also create an account by clicking the File tab on the ribbon and then
clicking the New Record menu and clicking Account.


http://

Using Parent Accounts and Sub-Accounts 49

Using Parent Accounts and Sub-Accounts

In the previous example, you created a new account named Sonoma Partners. Now
let's assume that Sonoma Partners is a division of a much larger organization named
Contoso. Knowing that a relationship exists between Sonoma Partners and Contoso
might be beneficial when you're working with either company. Microsoft Dynamics
CRM allows you to capture and record this type of relationship by using parent accounts
and sub-accounts. In this example, you would specify Contoso as the parent account of
Sonoma Partners. When you do so, Microsoft Dynamics CRM automatically denotes
that Sonoma Partners is a sub-account of Contoso.

Important You can use parent accounts and sub-accounts to record a link between
two organizations. Specifying one account as the parent account automatically makes
the other a sub-account. Each account can have only one parent account, but you can
specify as many sub-accounts as necessary.

Most companies that use Microsoft Dynamics CRM use parent accounts and sub-accounts
to denote a legal or ownership relationship between two accounts. When one or more
sub-accounts are related to a parent account, all activities and history for the sub-accounts
are rolled up to the parent account. Therefore, when you're looking at the history of the
Contoso account, Microsoft Dynamics CRM also displays the history of records attached
to the Sonoma Partners account. This provides a complete picture of the interactions
between the various records in your system, allowing your organization to understand
your customers and tailor your sales, marketing, and customer service efforts accordingly.

See Also For more information about how to track activities, see Chapter 4, “Working
with Activities and Notes.”

In this exercise, you will create a new Contoso account and link it to the Sonoma Partners
account created in the previous example.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Sonoma Partners account record you created in the previous exercise.

1. On the ribbon, click the File tab, and then select the New Record menu and click
Account. A new, blank account form opens.

2. In the Account Name field, enter Contoso.
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Irss

Save &
Close

3. Enter values in any other required fields marked by a red asterisk, and then click
the Save & Close button.

4. In the application navigation pane, click Accounts, and then double-click the
Sonoma Partners record.

5. In the Parent Account text field, enter Contoso, and then press the Tab key.

Microsoft Dynamics CRM automatically resolves the text you entered to the
Contoso record, indicated by the underline and blue text color of the parent
account name.
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6. Click the Save button.

Tip Alternatively, you also could have selected Contoso as the parent account by using
the Lookup button located on the right side of the Parent Account text box. For a quick
refresher on using lookups, see Chapter 2, “Getting Around in Microsoft Dynamics CRM.”
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Creating a Contact

Contacts represent the various people with whom you do business. For each contact

record, you can

specify one (and only one) account as its parent customer. Most com-

panies use the Parent Customer field to record the contact’s employer, but you are not

obligated to do

SO.

By specifying a parent customer for a contact, you create a relationship between those
two records. When you create relationships between accounts and contacts, you can
view all of an account’s contacts by clicking the Contacts link in the Account’s entity
navigation pane. This list of contacts related to the account is known as the contact

associated view.
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Why Is It Called “Parent Customer”?

In the examples in this chapter, an account is being set as the parent customer of a
contact. However, most companies running Microsoft Dynamics CRM use this field
to track the employer of the contact. Why does Microsoft Dynamics CRM call this
field the parent customer?

The customer field is special in Microsoft Dynamics CRM, because you can use it to
select either an account or a contact record. The customer field appears in multiple
places throughout the system (in cases and opportunities, for instance) in which you
might want to select an account or a contact, depending on how your organization
tracks customers in Microsoft Dynamics CRM. Your system administrator can rename
this field to Parent Account if necessary.

In addition to viewing all of the contacts associated with the account, you can click the
view selector to choose different contact filters. Each of the different views can have its
own unique filter criteria and display different columns of data. Note that the filter will only
display contacts associated with the account you're viewing. For example, if you select the
Inactive Contacts view, Microsoft Dynamics CRM will show you all of the inactive accounts
associated with the account record you're viewing.

Similar to linking sub-accounts and parent accounts, linking contacts to an account allows
you to view the contacts related to an account, including a roll-up of the activities from the
related contacts to the parent account. Therefore, if you log a phone call activity with the
Mike Snyder contact record, whose parent account is Sonoma Partners, you will be able to
view that phone call record when you're looking at the Sonoma Partners record.

Tip By default, Microsoft Dynamics CRM lists the contact’s full name and business phone
number when you're looking at the contact associated view related to an account. Your
system administrator can customize this contact associated view to include additional
columns, such as title, city, or email address.

As with accounts, there are several methods for creating a contact:

e C(Create a contact from the ribbon by clicking the File tab, and then selecting the
New Record menu and clicking Contact.

e C(Create a contact by navigating to a contact view and then clicking the New button
on the ribbon.
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e (reate a contact by clicking the Add New Contact button in the grid toolbar of the
contact associated view of an account.

e (reate a contact by clicking the New button in the contact Look Up Record
webpage dialog box.

One benefit of creating a contact from the associated view is that Microsoft Dynamics CRM
will automatically populate several fields on the contact record based on the account record
you're currently viewing. For example, if you have the Sonoma Partners account record open
and you then click the New Contact button in the associated view, Microsoft Dynamics CRM
will fill out many of the fields on the new contact record—Street 1, City, State/Province, and
others—with data from the Sonoma Partners account record. Microsoft Dynamics CRM will
also automatically fill out the Parent Customer field of the new contact as Sonoma Partners.
This concept of pre-populating data fields is known as field mapping. Your system adminis-
trator can determine how fields are mapped between two types of records.

Tip Creating a new contact from the associated view will automatically fill out the mapped
fields, such as the Parent Customer field and the address fields. Using this technique will
save you time if the contact shares the same address information with the account.

Tip If you create a new contact record by using one of the first two methods described
above, Microsoft Dynamics CRM will not automatically fill out the mapped fields for you.
This can be useful when the contact has different address information than the account
(as could be the case when an employee works from home).

Although field mapping will pre-populate the contact record with data from the parent
account, it will not maintain an ongoing link between the two records. If the account

address changes because the business moves to a new office, you will need to explicitly
update the address of the contacts related to that account. The edit feature located on

the ribbon of the associated view allows you to update the address of multiple contacts
at the same time.

For each account record, you can specify a primary contact. As you would expect, the
primary contact denotes the individual that your organization should initiate interactions
with. Although most of the time the primary contact works for the account organization
as an employee, this is not a requirement. You can select any contact in the database as the
primary contact for an account. Consequently, assigning a primary contact to an account
does not automatically map the data fields and pre-populate the mapped values.
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Contact

In this exercise, you will create two new contacts for the Sonoma Partners account. First,
you will create a contact from the associated view, which will pre-populate certain values
for the contact. Then you will use a different method, in which Microsoft Dynamics CRM

does not pre-populate the mapped fields.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Sonoma Partners record you created earlier in this chapter.

1.
2.
3.

Navigate to Accounts and open the Sonoma Partners record.

In the entity navigation pane, click the Contacts link.

On the ribbon, click the Add New Contact button.

Microsoft Dynamics CRM opens a new window. Note that the following fields
already contain data: Parent Customer, Street 1, City, and State/Province.

In the First Name field, enter Ben, and in the Last Name field, enter Burton.
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5. Click Save and Close.

You'll see that the Ben Burton contact now appears in the contact associated view
of the Sonoma Partners account record.

6. In the main application window, click the File tab, and then click New Record and
click Contact to launch the New Contact form.

7. In the First Name field, enter Alan, and in the Last Name field, enter Jackson.

8. In the Parent Customer text box, click the Lookup button to launch the Look Up
Record webpage dialog box.

9. In the Search box, type Sonoma Partners, and then press Enter.

10. In the results, click the Sonoma Partners record.

& Look Up Record -- Webpage Dialog @
Look Up Record
Enter your search criteria and dick Search to find matching records. Filker your results and view different columns
of data by using the View options. Then, select the record you want and click QK.
Look for: | Account ["] Show Only My Records
View: Account Lookup View -
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| Account Name | Account Mumber | Primary Contact =
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4 »
1-10f1 1 selected) Page 1

oK H Cancel H

http://crm2011mainline/5852011/_cc € Local intranet | Protected Mode: Off

11. Click the OK button to close the webpage dialog box.
12. Click Save and Close.

You will see that now both Ben Burton and Alan Jackson are linked to the Sonoma
Partners account record, but Microsoft Dynamics CRM only pre-populated
the mapped fields on the Ben Burton record because you created it from the
associated view.
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Attaching Files to Accounts and Contacts

Attach
File

In addition to entering information about accounts and contacts in the forms, you also
can attach files (such as a Microsoft Excel spreadsheet or an Adobe Acrobat PDF file) with
the record. Microsoft Dynamics CRM allows you to easily upload and save files related to
accounts and contacts so that you can refer to them later.

In this exercise, you will save a file as an attachment to an account and download it for
viewing. You can follow a similar sequence of steps to attach a file to a contact record.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Sonoma Partners account record you created earlier in this chapter and the
Ordersl.xlsx practice file.

1. Navigate to the accounts view and open the Sonoma Partners record.

2. On the ribbon, click the Add tab, and then click the Attach File button to launch
the Manage Attachment dialog box.

& Attachment: New - Windows Internet Explorer EI@

Manage Attachment

Click Browse to select and attach a file, click an existing file to view it, or click Remove to
remave a file,

B\ File Attachment
Fi\er-lame:‘ Browse. ..
Close
€& Local intranet | Protected Mode: Off f5 v H100% -

3. Click Browse and navigate to the Chapter03 folder.
4. Select Ordersl.xlsx and click Open.
The navigation window closes.
5. Click the Attach button to upload the file to the account.
6. Click the Close button.

7. On the Sonoma Partners record, click the Notes & Activities link in the entity
navigation pane. If necessary, scroll down to the Notes section.

You can now see that Microsoft Dynamics CRM has attached the Ordersl.xIsx file
to the account record. Microsoft Dynamics CRM has automatically recorded the
name of the user who uploaded the attached file, in addition to the date and time.
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/& Account: Sonoma Partners - Microsoft Dynamics CRM - Windows Intemet Explorer [E== =R

44 Microscft Dynamics CRM Mike snyder @
Account | Add  Customize SBS2011 4

DRI & BB ¢H @

344 Deactivate

Save  Save Add to Marketing Connect Assign Run  Start  Run
Close X Delete List - d{,mm\ alink Workflow Dialog Reporte
Save Collaborate Pracess Data

Account Accounts AR
Sonoma Partners

Iformation -

General
Details Primary Contact Preferred Method of Contact Owner
Contacts Any & Mike snyder
Hotes & Actiities

Preferences

Cradit Limit Annual Revenue

Related
4 Common - Notes

| =] More Aderesses
Add 3 new note... -

Lu1]) Title: File Attachment

Note created on 9/30/2010 7:59 AM by Mike Snyder Edited 9/30/2010 7:59 AM by Mike Snyder
&9 Contact: =
§ ;]‘"t‘ . ‘ OrdersL.ulsx (3,712 Byteis) =
elationships
I8} Connections
{41 Dacuments v Preferences
[ Audit History Owner® § Miks snvaer =
4 Sales Contact Methods
CF opportunities
23 quotes Preferred Any -
o ord
|g) orders E-mail & Allaw D Hot Allow Bulk E-mail @ Allow " Do Not Allow
&2 mvoices
Pcerie) (Hoe= & Allow (" Da Mot Allaw Fax @ Allow " Do Nat Allow
gl Cases
= - =il @ Allow € Do Not Allow
[£] contracts
4 Marketing - e -
) G < | status Active
€4 Local intranet | Protected Mode: Off v ®100% v

8. To open the attachment, click the file name and select either Open or Save.

Deactivating and Activating Records

Most of the records in Microsoft Dynamics CRM include values for status and status reason.
A record’s status defines the state of the record, and the most common status values are
Active and Inactive. However, some types of records include additional status values. For
example, case records can have a status value of Active, Resolved, or Canceled. Records
that do not have a status value of Open or Active are considered to be deactivated (also
referred to as Inactive). Microsoft Dynamics CRM retains deactivated records in the data-
base; it does not delete them. However, inactive records will not appear in several areas
throughout the user interface, such as in Quick Find searches or in lookup windows.

Important Microsoft Dynamics CRM removes inactive records from parts of the user
interface. In addition, you cannot edit an inactive record by using its form.


http://

58

Chapter 3 Working with Accounts and Contacts

A record’s status reason provides a description of the record’s status. The status reasons
vary depending on the type of record and the status value. In the case example, a record
with an Active status could have one of multiple status reasons: In Progress, On Hold,
Waiting For Details, or Researching. The following table illustrates how status and status
reason values can vary by record.

Record type Status value Status reason value
Account Active Active
Inactive Inactive
Contact Active Active
Inactive Inactive
Case Active In Progress
On Hold

Waiting For Details
Researching

Resolved Problem Solved
Canceled Canceled
Phone Call Open Open
Completed Made
Received
Canceled Canceled

When working with accounts and contacts, you might want to deactivate records for
multiple reasons. For example, you might want to deactivate a record if:

e A contact has changed companies or does not work for the account anymore.
e An account has gone out of business.

e A duplicate of the account or contact record already exists in the system.

e You do not want to continue tracking interactions with the account or contact.

In this exercise, you will deactivate a contact record and then reactivate it.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. In the Sales area, click Contacts.

2. In the Quick Find box, type Burton and then press Enter.
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You will see the Ben Burton record in your results. Click the record to select it. On
the ribbon, click the Deactivate button. When a dialog box opens, asking you to
confirm the deactivation, click OK. Microsoft Dynamics CRM deactivates the record.

In the Quick Find box, type Burton and then press Enter.

You will not see the Ben Burton record in your results because you deactivated the
record. Microsoft Dynamics CRM does not include inactive records in the Quick
Find results.

Now that you have deactivated the contact, you will reactivate it. In the view selector,
select Inactive Contacts. You will see a list of deactivated contacts, including the Ben
Burton record.

Double-click the Ben Burton contact record to open it. Note that Microsoft Dynamics
CRM has made the fields on the form unavailable so that you cannot edit the inactive
record.

On the ribbon, click the Activate button. When a dialog box opens, asking you to
confirm the activation, click OK.

Microsoft Dynamics CRM activates the contact and enables the form fields so that
you can edit the record.

Sharing Accounts and Contacts with Other Users

Microsoft Dynamics CRM includes a robust security model that allows administrators

to set up and configure which users can view or perform actions on the different types
of records in a system. For those times when you want to share a particular account or
contact record with a user because he or she cannot access it, Microsoft Dynamics CRM
allows you to easily share records, assuming that your system administrator has given
you permission to do so. Microsoft Dynamics CRM allows your organization to create
teams of users, which can be beneficial when your organization wants to share records,
because team members can belong to any business unit within your organization.

Important Microsoft Dynamics CRM allows you to share records on an ad-hoc basis with a
specific user or a team of users. When you share records, you can also determine which types
of security privileges to grant for the shared record or records. You can grant privileges to
other users only if you yourself already have those permissions for the shared record.
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In this example, you will share a contact record with two users so that they can view and
edit the record. You can follow a similar process to share account records.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Ben Burton contact record you created earlier in this chapter.

1. Navigate to a contact view and open the Ben Burton contact.
2. On the ribbon, click the Sharing button, and then click Share.
A new window opens.
3. In the Common Tasks pane, click Add User/Team.
A Look Up Records webpage dialog box opens.

4. Because you are sharing this contact record with a user, leave the Look for list
value set to User. Select any two active users in your system, and then click the
Add button.

5. Click OK.
Microsoft Dynamics CRM lists the selected users in the sharing window.

6. Within this window, you can decide what types of privileges to grant to each
user for the Ben Burton contact record. Because you want these users to have
permission to edit the contact record, select the Write check boxes for both of
the users you selected.

& Who would you like to share the selected contact with? -- Webpage Dialog ==
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Select the users or teams with whom you want to share the 1 contact recard you have selected. Then, use the check baxes an the right to specify which
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7. Click OK.

Microsoft Dynamics CRM updates the security permissions and closes the sharing
window.
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8. To view the current share permissions for a record, click the Sharing button on the
ribbon, and then click Share.

A new window appears that displays the share information that you just configured.

Tip When working collaboratively with other users on a record, you might want to send
someone a specific record to review. To simplify this process of referencing a specific
record, Microsoft Dynamics CRM offers a web address shortcut (URL) for each record.
Users who click the record shortcut address will automatically open that record in the
system without being required to look for it in the user interface. To copy the shortcut
address to your Microsoft Office Clipboard, click the Copy A Link button on the ribbon.
Now you can paste the record’s address into another application, such as an email message
or document, by pressing Ctrl+V. Microsoft Dynamics CRM includes shortcuts for almost
every type of record in the system, including accounts, contacts, cases, and activities. If
you click the Email A Link button, Microsoft Dynamics CRM will launch your default email
program with the record shortcut already inside the message.

Assigning Accounts and Contacts to Other Users

In addition to sharing records with other users, you can change the ownership of a record.
Most of the records in Microsoft Dynamics CRM (such as accounts, contacts, leads, cases,
and opportunities) are “owned” by a user or a team, and the record owner is a key com-
ponent of the security model within the system. Microsoft Dynamics CRM allows you to
change the record owner (or assign the record) by using multiple techniques in the user
interface. For example, you can:

e Open the record and change the value in the Owner field.

e Open the record and click the Assign button on the ribbon.

e In views that contain lists of records, select one or more records and then click the
Assign button.
Regardless of the technique you use, you will follow the same steps to assign account,
contact, and most other records in Microsoft Dynamics CRM.

In this exercise, you will change the ownership of a contact record by using the second
technique just mentioned to assign it to a different user.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need

the Ben Burton contact record you created earlier in this chapter.

1. Open the Ben Burton contact record.
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%]

Assign

2. On the ribbon, click the Assign button.
A new window opens.
3. Click Assign to another user or team.

4. Select a different user by typing the user name directly in the box or by clicking the
Lookup button.

&  Confirm Assignment -- Webpage Dialog ]
Assign Contact

You have selected 1 Contact, To whom would you like to assian it?

¢ Assign to me
Assign the selected Contact to yourself,

{« Assign to another user or team

Assign the selected Contact to the following user or team:

£ Mike Snyder o)

http:/fcrn € Local intranet | Protected Mode: OFf

5. Click OK.

The window closes, and Microsoft Dynamics CRM updates the record owner to the
value you selected.

Tip Inactive users can own records, but you can assign records only to active users. If a
user record is deactivated, records already assigned to that user will remain assigned, but
no other records can be assigned to the user as long as he or she is inactive in Microsoft
Dynamics CRM.

Merging Account or Contact Records

When working with account and contact records in Microsoft Dynamics CRM, you might
notice that two or more records appear very similar. For example, your database might
contain multiple contact records for the same person in your system. Although you
obviously wouldn’t knowingly enter two records for the same person, it is possible
that your system might contain duplicate records.

See Also Microsoft Dynamics CRM includes multiple tools to help your organization avoid
creating duplicate records in your database. For more information on configuring the dupli-
cate check features, contact your system administrator to enable and configure Microsoft
Dynamics CRM's duplicate checking functionality.
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Even though Microsoft Dynamics CRM contains powerful tools to help you avoid duplica-
tion, you will undoubtedly find a few duplicate records within your database. Fortunately,
Microsoft Dynamics CRM includes a merge tool that allows you to consolidate two differ-
ent records into a single merged record.

When merging two records, you specify one record as the master record, and Microsoft

Dynamics CRM treats the other record as the child record. The software will deactivate the
child record and copy all of the related records (such as activities, notes, and opportunities)
to the master record. During the merge process, Microsoft Dynamics CRM presents you

with a dialog box that allows you to select data from individual fields in the child record

so that you keep data from specific fields with the surviving master record.

Tip You can merge lead records, in addition to merging accounts or contacts. However,
you cannot merge two different types of records together. You can only merge leads with
other leads, accounts with other accounts, and contacts with other contacts..

By merging duplicate records, you will maintain a clean customer database, which will
help with sales, marketing, and service productivity.

In this exercise, you will create a new contact record and merge it with an existing contact
record. You would follow this same process for merging account and lead records.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. On the ribbon, click the File tab, and then select the New Record menu and click
Contact.

2. In the First Name field, enter Ben, and in the Last Name field, enter Burton. In the
Fax field, enter (312) 555-1212.

3. In the Parent Customer field, click the Lookup button to launch the Look Up
Record webpage dialog box.

P

In the Search field, enter Sonoma Partners, and then press Enter.

b

In the results, click the Sonoma Partners record.

o

Click the OK button to close the webpage dialog box.

N

On the ribbon, click Save and Close.

In the Sales area, click Contacts.

©

. In the Quick Find text box, enter Burton, and then press Enter.
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R

Merge

10.

11.

Microsoft Dynamics CRM lists the contact you just created and the Ben Burton
contact record you created previously in this chapter.

Holding the Shift key down, click both Ben Burton records in the grid so that they
are highlighted. On the ribbon, click the Merge button. The Merge Records dialog
box appears.

In this dialog box, you choose the master record by clicking the button next to
the appropriate contact record. You can also select which data fields you want
to keep from the child record and transfer onto the surviving master record. Click
(312) 555-1212 in the Fax field. When you do so, Microsoft Dynamics CRM will
keep this fax data on the final record.

# | Merge Records -- Webpage Dialog [l
Merge Records

Select the master record, and then select the fields to merge into the master recard,

Master Record and Field Selection

Master Record :

& 84 Ben Burton G ¢ [8d BenBurton o]

First Hame*

Last Hame™*

Fax

Address

Street 1

City
State/Pravince
Billing Information
Curre

Credit Holdl
Contact Methods
Preferred

E-mail

Phane

Mail

Bulk E-mail

Fax

Service Preferences

Preferred Time

Marketing Information

Send Marketing Materials

@ Selectall fields in this section
@ Ben

@ Burtan

[l

@ select all fields in this section
¥ 525 W, Manroe st

@ Chicago

e

& Select all fields in this section
& Us Dollar

& o

' Select all fields in this section
* Any

& Allow

@ Allow

& Allow

@ Allow

@ Allow

& Select all fields in this section
& Send

@ Selectallfields in this section

@ Moming

© Select all fields in this section
 Ben

© Burton

7 312) 555-1212

" Selact all fields in this sectian

a1l Mie

€ Select all fislds in this section
 Us Dallar

© Mo

' Select all fields in this section
© Any

 Allow

 Allow

© Alow

© Allow

0 Allow

© Select all fislds in this section
 Send

" Select all fields in this section

 Morning

[~ Selectallfields with data. If bath records have data in the same field, the master record field is selected

hitpi//<crm2011 mainline/SBS2011/_grid/cmds/dlg_merge.aspx7iObjType=2: €k Local intranet | Protected Mode: Off

12. Click the OK button.

Microsoft Dynamics CRM will merge the two records together by updating the master
record and deactivating the child record. When the process is complete, Microsoft

Dynamics CRM will display an alert window telling you that the selected records are
merged and the subordinate record is deactivated.

13. Click OK to close the Merge Records dialog box.


http://

Key Points 65

Key Points

You can create accounts and contacts by clicking the New button on the ribbon or
by using the New Record option located by clicking the File tab on the ribbon on
the main screen.

You can link multiple accounts together by specifying one account as the parent
account, which automatically makes the other a sub-account.

Each account can have only one parent account, but accounts can have as many
sub-accounts as you need.

Microsoft Dynamics CRM allows you to upload file attachments to many records,
such as accounts and contacts.

Sharing accounts with other users or teams allows you to grant security privileges
to groups that might not otherwise have access.

Most records in Microsoft Dynamics CRM, such as accounts and contacts, have a
single user as the record owner. Record ownership helps determine security set-
tings. You can change record owners by assigning a record to a different user or
team.

You can use the merge tool to consolidate duplicate records into a single record
while preserving the history of both records.

.
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— Create a follow-up activity, page 76
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4 Working with
Activities and
Notes

In this chapter, you will learn how to
Understand different activity types.
Understand the Regarding field.
Create follow-up activities.

View open and completed activities.
Create a note.

Manage your activities.

S XXX~ -\~

Send direct email messages.

In the previous chapter, you learned how to create and manage accounts and contacts in
Microsoft Dynamics CRM. In this chapter, you will learn how to record, manage, and report
on the activities and notes related to those records. The word activity is a generic term that
Microsoft Dynamics CRM uses to describe business interactions, such as phone calls, tasks,
and email messages. Notes are comments or other descriptive text related to a record.

Tracking activities and notes allows you and your company to:

e Record the phone calls to and from a particular person or account.
e Track customer service calls regarding a product or service.

e Assign tasks to ensure that a sales representative follows up with new leads in a
timely fashion.

e Save copies of the email correspondence on a particular topic.

e Understand the marketing activities a prospect or customer participated in during
his or her history with your firm.

67
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Think back to a time when you called a company with a question, and each time you
called about the same topic the representative acted as though you had never spoken
with the company before. This type of situation causes frustration for the customer and
for the company. If that company had recorded calls and notes related to your request
in a customer relationship management system, the representatives could resolve your
subsequent calls more quickly because they could access the complete history of your
interactions with the company.

Capturing all of the interactions with your customers and prospects as activities allows
you to provide a higher level of customer service, improve sales efficiency, make better
business decisions, and market more effectively.

Creating Activities by Using Microsoft Dynamics CRM Workflow

Although you can create activities one at a time, Microsoft Dynamics CRM also
allows you to create and assign activity records automatically by using workflow
rules. Conceptually, you can think of Microsoft Dynamics CRM workflow as an
application or service that runs in the background, 24 hours a day, 7 days a week,
constantly evaluating your Microsoft Dynamics CRM data and the multiple work-
flow rules in your deployment. When the workflow service encounters a trigger
event, it fires the appropriate workflow rules to run the workflow actions. Typical
workflow actions include sending an email message, creating a task, and updating
a data field on a record. Workflow rules are typically set up by system administra-
tors to automate follow-up tasks or other actions in Microsoft Dynamics CRM at
key milestones during sales or other business processes.

Creating activities with workflow helps your business ensure that everyone follows
a consistent process when dealing with customers. Contact your system adminis-
trator about creating workflow rules to ensure that important follow-up activities
are created as key events occur in Microsoft Dynamics CRM, such as assigning a
follow-up task when a new lead is created or sending a birthday email message
to a preferred customer.

See Also Creating and designing workflow rules is beyond the scope of this
book, but you can learn more about creating workflow in Working with Microsoft
Dynamics CRM 2011 by Mike Snyder and Jim Steger (Microsoft Press, 2011).
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In this chapter, you will learn how to capture the tasks, email messages, faxes, appoint-
ments, and other customer interactions in Microsoft Dynamics CRM, and relate them to
customer and other records to gain a full picture of how your organization communicates
with its customers.

Practice Files The exercises in this chapter require only records created in earlier
chapters; none are supplied with the book’s practice files. For more information about
practice files, see “Using the Practice Files” at the beginning of this book.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referenced in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Understanding Activity Types

Microsoft Dynamics CRM uses the term activity to describe several types of interactions.
The types of activities are:

e Phone Call Use this to record a received or initiated telephone call.

e Task Use this to record a to-do or follow-up item.

e E-mail Use this to record a received or sent email message.

e Letter Use this to record the mailing of a physical letter or document.
e Fax Use this to record a received or sent facsimile.

e Appointment Use this to record a meeting or appointment. Many companies use
appointments to track conference calls or online meetings, in addition to face-to-
face meetings.
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e Recurring Appointment Use this to record meetings or appointments that occur on
a regular, scheduled basis, such as the 15th of each month or every other Tuesday.
Recurring appointment activities function the same as appointments except that
you can set them up on a recurring schedule.

e Service Activity Use this to record a service that you performed for a customer.

Tip To create and use service activities, you must first make sure that your adminis-
trator has set up and configured the services, sites, and resources that your company
offers. Service activities do not apply to every type of business; they are best suited
to businesses that need to schedule customer services in specific time slots. Your
business might not use service activities at all.

e Campaign Response Use this to record a customer or prospect response to a
marketing campaign. For example, you might create a campaign response to
record that a customer registered for a seminar.

See Also Campaign responses offer unique marketing functionality that differs
from that of the other activities. See Chapter 9, "Working with Campaign Activities
and Responses,” to learn more about this activity type.

Custom Activity Types

Microsoft Dynamics CRM 2011 includes new functionality that allows your system
administrator to set up and configure custom activity types that match your com-
pany's specific business needs. Some potential custom activity types might include
a sales demonstration or a visit to your website. How you use custom activity types
is up to your organization to decide.

Tracking activities and notes on customer records helps you and others in your organiza-
tion understand all of the communication your organization has had with each customer.
You can also create search queries, views, and reports to track activities by customer or
activity type. For example, a sales manager can view information about her team’s phone
calls for review during a weekly sales meeting, or a customer service manager can view the
open service activities scheduled for an upcoming week to ensure that his team is available.

See Also For more information about analyzing data and creating reports in Microsoft
Dynamics CRM, see Chapter 15, “Using the Report Wizard.”


http://

Understanding the Regarding Field 71

The most commonly used data fields in activity records include those listed in the
following table.

Data Field Description

Subject A brief description of the activity

Regarding The customer or other record to which the activity is related
Description Additional notes or information about the activity

Status The status of the activity, such as Active, Completed, or Canceled
Duration The estimated time it will take for the activity to be completed
Actual Duration The actual time it takes for the activity to be completed
Scheduled Start The estimated start date of the activity

Due Date The estimated completion date of the activity

Actual Start The date the activity was started

Actual End The date the activity was completed

Each activity record also includes data fields specific to the activity type. For example,
only phone calls will contain information about the phone number or the call direction.

Tip Even though the activity forms include category and subcategory fields, Microsoft
Dynamics CRM categories are not related to the categories configured in Microsoft Outlook.
Consequently, updating an activity's category in Microsoft Dynamics CRM will not update
the activity's Outlook category. Even though they share the same name, Microsoft Dynamics
CRM categories are unrelated to Outlook categories.

Understanding the Regarding Field

You can track to-dos and other follow-up activities as tasks in Microsoft Dynamics CRM,
much as you can in Outlook. When you create an activity in Microsoft Dynamics CRM, you
can use the Regarding field to specify a customer or other record to which the activity is
associated. By entering a value in the Regarding field, you can create a link between the
activity and the selected record, so that the activity is displayed from the specified record.
Without the Regarding field, you'd be able to tell how many phone calls you made in a
week—but by specifying the customer in the Regarding field of each phone call activity,
you can also tell what you contacted them about.
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By default, you can set an activity to be regarding any of the following records:

e Account

e Campaign

e Campaign Activity
e (Case

e Contact

e Contract

e Invoice

e Lead

e Opportunity

e Order

e Quote

Tip You might be able to track activities and notes to additional record types if your system
administrator has configured additional, custom entities in your Microsoft Dynamics CRM
environment.

By properly setting the Regarding field for activity records, you can more easily look up
and reference customer information later. For example, if you set all of your tasks so that
they are regarding an account record, it might become cumbersome to find a particular
task if you have several hundred activities for that account record. However, if you set
activities so that they are regarding certain records related to the account (such as quotes
or cases), you can find all of the activities related to those entities without having to sort
through hundreds of activities.

Tip It is a best practice to use the Regarding field to link activities to records in Microsoft
Dynamics CRM.

In this exercise, you will create a task regarding the Sonoma Partners account created in
the previous chapter, and then mark it as completed.
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SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise. You need the
Sonoma Partners account record you created in Chapter 3, “Working with Accounts
and Contacts.” If you cannot locate the Sonoma Partners record in your system,
select a different account record for this exercise.

1. On the ribbon, click the File tab, and then select New Activity.
2. Click Task to launch the New Task form.

/& Task: New - Microsoft Dynamics CRM - Windows Internet Explorer =N =R
44 Microsoft Dynarrics CRM Mike Snyder @
Tash Customize SBS2011 o
I save & Hew i @ A Sharing |
ﬂ H lﬁ b2 = (]
K Delete 7 & —— {4 Copy a Link -
Mark  Save Saved Atach  Add 0 Connect Addto Queusltem Assign Fun S
Complete Close File Motz O - Queuz  Details & E-maila Link  WorkTic
save Include Convert Activity Collaborate Frocess
Information *"j Task Tasks ~[e]e
t Tash New
Hotes
~ Task
Related
Subject *
4 Common
=@
4 Processes
&
Regarding @
Owner* £ Mike snyder =]
Duration 30 minutes Priority Narmal -
Due =1 [ae]
Category Sub-Category
Activity Status Open
€ Local intranet | Protected Mode: Off 4 v Riox ~

3. In the Subject field, enter Send information to customer.

By default, the Subject and Owner fields are the only data fields in which you must
enter values before you can create a task.

4. In the Description field, enter Sample description of the task.

5. In the Regarding field, click the Look Up button. A Look Up Record dialog box
appears. Leave Account selected in the Look for field, and enter Sonoma Partners
in the Search field. Press the Enter key to submit your search.
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Tip Although only one record can be entered in the Regarding field for each activity,
the selected record can be one of many different types, such as Lead, Account,
Opportunity, or Case. You can also type in the name of the record you're looking
for in the Regarding field and Microsoft Dynamics CRM will try to automatically
find the matching record.

The Look Up dialog box filters the records to show the accounts that match your
search phrase.

6. Click the Sonoma Partners record, and then click OK.

7. In the Due field, click the Calendar button and select the date by which you want
this task to be completed.

8. After you have selected a date, a list of times is activated on the form so that you
can select the specific time of day by which you want the task to be completed.
Select 1:00 PM.

& Task: New - Microsoft Dynamics CRM - Windows Intemet Explorer =
|,_|| http://erm20 Limainline.dev.sonomapartners local/SBS20 LLSnyder/main.aspxPetc =42 L2 &extrags="e3fetc?e3d42 12%26pld®e3d®257h5D5F 7860~ 26F0-DF LL-09F 3-00 155DFA LB
444 Microsoft Dynamics CRM Wik snyder @
Task | Custamize RS2 Iy e
Iy save & New 5 53l 24 Sharing - |
B L—_‘ L—_é | T (
X Delete & > AL =/ =) #0  [3) Capy a Link , i 1=
Mark  Save Saved Attach  Add To Connect Addto Queueltem Assign Sttt Run
Complete Close File Hote  Opportunity - Queue  Details T emailatink W v Dialag Report~
save Indlude Convert Activity Collaborate Process Data
Information 7 Task Tasks M
t Task New
Nates
* Task
Related .
Subject Send infarmation ta customer
4 Common
Sample desaription of the task
E]
4 Processes
E
Regarding (5 Sonoms Partners =
Oumer* § MikeSnyder o)
Duration 30 minutes Friarity Normal -
Due 12/10/2010 [Bv] 1200M
Categary Sub-Category
Activity Status Open
[ @ Internet | Protected Mode: On dy v 100 v

| I 9. Click the Save button to create the task.

Save
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Now that you have created the task, let's mark the task as completed. There are
two different ways to mark the task as completed. First, in the ribbon, click the
Close Task button.

The Close Task dialog box launches.

In the Close Task dialog box, click the arrow in the Status list to show the possible
values.

& Close Task -- Webpage Dialog (3]
Close Task
Vou have selected 1 Task to close,
Select the status of the closing Task,
Status: Completed -
Completed
Completed
Canceled
Canceled
htt €& Local intranet | Protected Mode: Off

With this technique, you can mark the task as Completed or Canceled. You would
cancel the task if you did not complete the task but want to remove it from your
list of open tasks. After you select the value you want, you would click the OK
button to close the task.

For this exercise, click the Cancel button to keep the task active. You will use an
alternate method to close the task.

On the ribbon, click the Mark Complete button.

Microsoft Dynamics CRM marks the task as Completed and closes the task window.
Using this technique will save you a few clicks, but you can't use it to mark a task
as Canceled.

Tip You can also upload attachments to an activity record, which can be useful if you
need to reference a specific file. Uploading a file to an activity follows the same process
as uploading an attachment to an account, as explained in Chapter 3.

r’
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Creating Follow-Up Activities

In addition to creating activities from the ribbon, you can create them from customer
or other records in Microsoft Dynamics CRM. Because activities are critical to developing
a complete view of each customer’s interactions with your company, you'll find several
locations from which you can quickly create new activities—you can even schedule
follow-up activities from an existing activity! For instance, you can enter notes from a
phone call with a client contact, and then schedule a follow-up appointment activity
based on a time and date discussed with the customer during your call. By doing so,
you can save the phone call activity as completed while also ensuring that the dialogue
with your customer continues by scheduling the future appointment.

In all record types for which you can create activities, Microsoft Dynamics CRM provides
the following ways to create a new activity:

e You can click one of the activity buttons that appear on the Add tab of the ribbon.

e You can use the Activities option that appears in the entity navigation pane of the
form. From this view, you can click the Add New Activity button on the ribbon to
create an activity.

Any time an activity is created from a specific record, that record is automatically popu-

lated in the new activity’s Regarding field. When you create a new activity from an existing
lead, account, or contact, Microsoft Dynamics CRM can also pre-populate other activity

fields for a record, such as the phone number for a phone call or the To: recipient for an

email message.

In this exercise, you will create a phone call activity from a contact record. When you
create a phone call record by using this technique, Microsoft Dynamics CRM automati-
cally populates the mapped fields, such as the call recipient, the phone number, and
the phone call’'s Regarding value.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website before beginning this exercise.

1. Navigate to the Contacts view and open any contact record in your system.
Ensure that the contact record includes a phone number in the Business
Phone field.

2. On the ribbon, click the Add tab, and then click the Phone Call button. A phone

call record opens and is populated with data from the contact record.
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Select Incoming near the top of the form.

Microsoft Dynamics CRM automatically switches the values in the Sender and

Recipient fields. This d
contact called you.

irection field indicates whether you placed the call or the

In the Subject field, type Spoke with customer.

On the ribbon, click Save.
On the ribbon, click the Close Phone Call button. A new dialog box appears.

&  Close Phone Call -- Webpage Dialog
Close Phone Call

Vou have selected 1 Phane Call to clase,

Select the status of the closing Phone Call.

Status: Madle

Completed

Received
Canceled
Canceled

htt €& Local intranet | Protected Mode: Off



http://

78 Chapter 4 Working with Activities and Notes

7. In this dialog box, you can select a value to record how you closed out the phone
call. Select Made, and then click OK.

Microsoft Dynamics CRM closes the phone call as a completed activity.

Tip The other types of activities can be created by using processes similar to those you
just learned for creating tasks and phone calls; therefore, we won't repeat the exercises
for each activity type. Chapter 5, “Using Microsoft Dynamics CRM for Outlook,” shows

how to create appointments, tasks, and email messages in Outlook that can be saved
into Microsoft Dynamics CRM.

Tip Certain activity types can be converted to opportunities and cases. You can convert
phone calls, tasks, faxes, email messages, appointments, and letters to sales opportunities
or service requests by clicking the Convert Activity button on the ribbon. Opportunities
are detailed in Chapter 6, “Working with Leads and Opportunities,” and cases are covered
in Chapter 10, “Tracking Service Requests.”

Viewing Open and Completed Activities for a Record

When you track activities related to your customers, you and other members of your
organization can reference that information to understand the complete history of
interactions with those customers. Imagine a scenario in which a customer has been
working with one person from your office, but that employee leaves for a week's vaca-
tion. If the customer calls your office when that person is out, you could look up the
customer’s record in Microsoft Dynamics CRM and read the activity history to get up
to speed on the customer.

As you learned earlier in this chapter, all of the activity types share some common data
fields. One of the shared data fields across all activity types is the status field. The default
status values for activity records are:

e Open

e Scheduled
e Completed
e Canceled

When you look up activities related to a customer, you will notice that Microsoft Dynamics
CRM splits the activities into two categories: Activities and Closed Activities. The Activities
section displays all of the activities related to the record that need to be completed. Only
activities with a status of Open or Scheduled appear in the Activities display. The Closed
Activities section lists all of the Completed or Canceled activities related to the record.
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Tip If your view contains a large number of records, you can use the Filter On list to
show only those activities within a specific date range. You can also sort the columns
in the record list just like you can sort the other grids.

In addition to displaying a view of all activities related to the record, Microsoft Dynamics
CRM performs an activity rollup so that you can see the activities of records related to
the record you're viewing. For example, in the images shown in this section, the Sonoma
Partners account lists 12 different closed activities, but only 6 of those activities are
regarding the Sonoma Partners account. The other completed activities are regarding
records that are related to the Sonoma Partners account. For example, there is a phone
call activity regarding the Gabriele Cannata contact. It appears in this view because
Gabriele Cannata’s parent account is Sonoma Partners. In addition, this view lists a
completed activity regarding a case opened by Sonoma Partners. If you want to see
only the activities regarding the Sonoma Partners account, you can use the Include
list to select the This Record Only value. The Microsoft Dynamics CRM activity rollup
works on both open and closed activities.
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& Account: Sonoma Partners - Microsoft Dynamics CRM - Windows Intemet Explorer o) =) =)
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In this exercise, you will create two activities with different Regarding values to see
how Microsoft Dynamics CRM displays those records in the Activities and Closed
Activities sections.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website before beginning this exercise. You need the Sonoma
Partners and Contoso account records you created in Chapter 3. If you cannot
locate the Sonoma Partners and Contoso records in your system, select two

different account records for this exercise.

1.

2.

3.

Navigate to the Accounts view and open the Sonoma Partners account record.

On the ribbon, click the Add tab and then click the Phone Call button. A new
window opens.

In the Subject field, enter Open Phone Call Due 2 Months from Now.

Note that because you created this phone call from the Sonoma Partners record,
Microsoft Dynamics CRM automatically populates the Regarding field with the
Sonoma Partners account.

In the Due field, select a date two months from today.
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Click the Save and Close button.
The window closes and you are returned to the Sonoma Partners account record.

In the Parent Account field, select the Contoso account record that you created in
the Chapter 3 exercises, and then save the Sonoma Partners account. You can
also select any other account record if the Contoso account does not exist in
your system.

You just created a phone call activity regarding the Sonoma Partners account, and
now you will create a task activity on the parent account of Sonoma Partners. Click
the account you selected in the Parent Account field to view the details of the parent
account record.

On the ribbon, click the Add tab, and then click the Phone Call button. A new
window opens. Note that, because you created this task from the parent account
record, Microsoft Dynamics CRM automatically populates the Regarding field
with the parent account.

In the Subject field, enter Task Regarding Contoso Due Today.
In the Due field, select today's date.
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11. Click Save and Close.

12.

The window closes, and you are returned to the parent account record.

In the entity navigation pane, click Activities.

The activity list displays the task that you just created, but the phone call record does
not appear. By default, Microsoft Dynamics CRM shows activities within the next 30
days for open activities, or the previous 30 days for closed activities. Because you
entered a due date two months from today for the phone call, that record doesn’t
fit the filter criteria.
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13. To view the phone call, click the arrow in the Filter On list and select All.

The view updates to show the phone call too.
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This example shows the activity rollup in action. You created two activities regarding

two different records, but you can see them in a single view because the Sonoma

Partners record lists Contoso as its parent.

14. To view only those activities regarding the parent account, click the arrow in the

Include list and select This Record Only.

The view updates again to display only the task regarding Contoso.
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15. Double-click the task regarding the parent account to open that record. Click
Mark Complete to mark the task as completed.

16. Click Activities in the entity navigation pane of the parent account record.
The task record does not appear anymore because you just closed it.
17. To view the closed task, click Closed Activities in the entity navigation pane.

The view shows the task you just completed.
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[E=8 Ee =)

List Tools

Activities

44 Microsoft Dynamics CRM

Mike snyder @
SBS2011 4

u’é
Add New
Activity -

Activi

Records

M K Delete Activity [ ?.J () connect

=== BBk Delete =1
sting  Edit
ity

& Add to Queue

Include

Adtions

N
8
4
Assign

Activities 5 E-mail a Link

Collaborate

1 Share

[ copy a Link

Filter

Current View

il ¢ B &%

Chart Run

Start

Pane. Workflow Dialog

View

Process

Run  Export
Repart+ Activities

Data

Iformation

Related

4 Common
| =] More Aderesses
(& Activities
[ Closed Activities
15 Sub-Accounts
|85 contacts
8 Relationships
I8} Connections
{41 Dacuments
[ Audit Histary
4 Sales
CF opportunities
[ qQuotes
|5 orders
&2 mvoices
4 Service
il Cases
[£] contracts
4 Marketing
[# campaians

|

Account
Contoso

Primary Contact

Cradit Limit

Preferred Metho
Any

| of Contact

Annual Revenus

Owner

£ wike snyder

ccounts MEIRS

0 |
[
V]
0@
(==
0@

4

Filter on:  All

Subject
RE: Here is the information you asked for CR...
Task Reqarding Cantoso Due Taday

Send sales literature packet

Hereis the information you asked for CRM:0...

Send information to customer

1-50f 5 (1 selected)

= A B [ E F G H

~ Incude: Related "Regarding” Records

Activity Type | Activity status

E-mail Completed
Task Completed
Task Completed
Completed

Completed

E-mail
Task

| Rregarding
[ Sonoma Farti
[ contoso
[ Sonoma Fart
[ Senema Parti
[ Sonoma Part

Friority
Hormal
Hormal
Hormal
Hormal

Hormal

DusDate &

10/21/201

10/29/24

Page 1

Status

Active

€& Local intranet | Protected Mede: Off

a v ®10% ~

Creating a Note

85

In addition to using activities to capture the interactions with your customers and pros-
pects, you might find that you want to jot down some notes about a record. For example,
suppose that you read an article in the newspaper about one of your accounts, and the
article includes some important information about the account’s growth plans. You'd like
to capture that information in Microsoft Dynamics CRM. Because you didn't interact with
the customer or anyone else, the action of recording this data doesn't fit the "activity”
concept. Fortunately, Microsoft Dynamics CRM allows you to create notes and link those
notes to the various records in your system.

Tip In addition to notes that you add to a record, Microsoft Dynamics CRM also displays
file attachments that you upload in the Notes section of the user interface. For more
information about attaching files to Microsoft Dynamics CRM records, see Chapter 3.
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In this exercise, you will create a note about an account.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website before beginning this exercise. You need the Sonoma
Partners account record you created in Chapter 3. If you cannot locate the
Sonoma Partners record in your system, select a different account record
for this exercise.

1. Navigate to the Accounts view and open the Sonoma Partners record.

Important If you cannot locate the Sonoma Partners account in your system, you
can use any account for this exercise.

?J 2. On the ribbon, click the Add tab and then click the Add Note button. A new window
*::-I " will launch.
Mot 3. In the Title field, enter Sonoma Partners in the News.

4. In the text area under the title, enter Record customer satisfaction scores at
Sonoma Partners according to local newspaper article.

'€ Mote: New - Windows Internet Explorer EI@
E =] f_zll Saveand Close ﬂ @ Help =
[5)] Note: New
Mate
Title * Sonoma Partners in the Mews
Record customer satisfaction scores at Sonoma Partners according to local newspaper article.
Regarding [ sonoma Partners e ]
®\File Attachment
File Hame: | Browse..
Status: New
Do €& Local intranet | Protected Mode: Off g v H100% -

5. On the toolbar, click the Save and Close button.
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6. To view the note that you just created, along with other notes attached to the record,
click the Notes & Activities link in the entity navigation pane of the Sonoma Partners

account record.

7. To delete the note, right-click the Note title.

Important To delete a note, you need to have a security role that has delete privileges.
If you are unable to perform this step, contact your system administrator about deleting

the note.

A new menu appears.
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8. Click Delete to delete the note.

Tip Unlike activities, notes do not roll up from related records. You will see only those

notes regarding the record you're viewing.
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Managing Your Activities

Now that you understand how to create and work with activities for a particular record,
we'll review how you can manage your activities on a daily basis. For example, after you
arrive at the office and log on to Microsoft Dynamics CRM, where should you start
your day? What calls do you need to make? Which tasks do you need to complete?
What does your schedule look like? Microsoft Dynamics CRM includes a Workplace

that you can use to manage all of your activities.

The Workplace contains many different sub-areas, but the two related to managing
activities are the links named Calendar and Activities. The Calendar displays a list of

appointments that you can view by day, week, or month.
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Important The Calendar shows only those appointments from Microsoft Dynamics CRM;
it does not show activities from your personal Outlook calendar. The Calendar also does
not display other activity record types, such as tasks or phone calls. For more information

about working with your calendar in Outlook, see Chapter 5.
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The Activities area provides a list of all of the activity records you have privileges to view
within Microsoft Dynamics CRM. You can access different views of the activity data in
addition to filtering the records by activity type and due date. You can also use Quick
Find to search for specific terms or keywords within the activities.
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By using a combination of the Calendar and Activities views, you can quickly prioritize

your open activities.

In this exercise, you will toggle the filters on the Activities view to see how they dynamically

update.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website before beginning this exercise.

1. In the application navigation pane, click Activities.

2. Click the arrow in the view selector to display the list of activity views that apply to

all of the activity types.
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3. On the menu, click Phone Call. A submenu with additional phone call views appears.
Note that these views are specific to the Phone Call entity. You do not need to click

anything.
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4. Now, in the menu, click Task. A new submenu with additional task views appears.
These views are specific to the Task entity. Click the My Tasks view.

5. Now you see a list of all the Tasks you own. To see which tasks are due soon, click
the Due filter to see a list of filter options such as Overdue, Today, Tomorrow, and
Next 7 Days.

6. Click Next 7 Days. Microsoft Dynamics CRM updates your task list to show only
those tasks with a due date that matches the filter criteria.
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Sending Direct Email Messages

Another very important activity type is email. Because Microsoft Dynamics CRM inte-
grates with Outlook, most users write and read email messages within Outlook. However,
one feature that many users want to take advantage of is the ability to send an email
message to a large list of recipients so that each message is individually addressed (in
other words, sending an email message to 500 people generates 500 different email
messages). Microsoft Dynamics CRM refers to this mass email generation as direct
email, and you can access this features only within the web client.

Sending a direct email message requires you to select an email template. Microsoft
Dynamics CRM includes several email templates, so you can use one of those for the
exercise in this section. However, you will probably want to create new email templates
specific to your business and use those for your email communications.

To send a direct email message, navigate to a view that supports direct email (such as
accounts, contacts, leads, and so on), select one or more records in a view and click the
Send Direct E-Mail button on the ribbon. Microsoft Dynamics CRM will open a dialog
box that allows you to select an email template. If you selected a view with several pages
of records, you can choose to send the direct email message to just the selected records,
all the records on the page, or all the records on all of the pages. Finally, you can send
the email message from someone other than yourself. You might want to do this if you
want the email to come from a generic address, such as info@sonomapartners.com,
instead of a person.

Tip The Direct E-Mail feature will not send messages to records if your recipients’ Bulk
E-Mail preference is set to Do Not Allow. Direct E-Mail will simply exclude those records
from the mailing list.

In this exercise, you will send a direct email message to contacts by using one of the
out-of-the-box email templates.
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SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website before beginning this exercise.
1. Navigate to the Contacts view.

2. Select one or more records in the view, making sure to select records with sample
or test email addresses instead of real addresses.

i' 3. On the ribbon, click the Send Direct E-mail button.

A new window opens.

Send Direct
E-mail 4. Select the Contact Reconnect template. Leave the other options set to the defaults.

& | Send Direct E-mail -- Webpage Dialog @

Send Direct E-mail
Select an e-mail template to use and which records to send to from the following options.

Language English -

Global Te mplates Type: Contact Templates
Q Marketing communication Created By CRI4 Install
unsubscribe acknowledgement Created On: 9/28/2010

Contact Templates Description: Use this template to reopen
Q Contact Reconnect the lines of communication
— with a customer you have
wt—_j Marketing Event Motification not been in contact with for

awhile,

Q Thank you for registering with us

Send direct e-mail to:

f+  Selected records on current page
Send direct e-mail only to the records you selected on this page.

¢ Allrecords on current page
Send direct email to all the records on this page.

¢ Allrecords on all pages
Send direct e-mail to all the records on all the pages in the current view.

Send direct e-mail from:

Useror Queue® 8 Mike Snyder =

http://crm20 Llmainline/SBS20LL/_gr € Local intranet | Protected Mode: Off

5. Click Send.

Microsoft Dynamics CRM submits the email message for immediate delivery. If you
view the closed activities of the contact records you selected, you will see the email
message you just sent.
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Key Points

Activities are used to track interactions with customers, prospects, vendors, and
other record types.

Microsoft Dynamics CRM allows you to track many different kinds of activities,
including tasks, phone calls, faxes, letters, email messages, appointments, service
activities, and campaign responses. In addition to the default activity types, your
system administrator can create custom activity types.

You can create an activity from the ribbon or from an individual record. Creating
the activity from the individual record maps the Regarding field to the correspond-
ing record.

You can view the activities associated with a record by clicking Activities or
Completed Activities in the navigation pane. The Activities link displays open or
scheduled activity records, and the Closed Activities link shows completed or can-
celed records.

Microsoft Dynamics CRM automatically rolls up activities between related records
so that you can view related activities in a single view. You can toggle the activity
rollup while you are working with an activity view.

In addition to activities, you can view notes about the records in your system.
Microsoft Dynamics CRM displays notes attached to a record in the same place that
it displays files attached to that record.

Microsoft Dynamics CRM includes a Calendar view and an Activity view to allow
you to manage a large list of activities.

You can use the web client and the direct email feature to send mass email mes-
sages to leads, contacts, and accounts in your system.
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Access Microsoft Dynamics CRM data within Outlook, page 97
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5 Using Microsoft
Dynamics CRM
for Outlook

In this chapter, you will learn how to
v Access CRM records within Microsoft Dynamics CRM for Outlook.
v Access CRM settings within Microsoft Dynamics CRM for Outlook.

AN

and Outlook.

Create and track CRM contacts, tasks, and appointments in Outlook.
Use the Add Contacts wizard.

Send and track email messages in Microsoft Dynamics CRM for Outlook.
Delete records in Microsoft Dynamics CRM for Outlook.

Go offline with Microsoft Dynamics CRM for Outlook.

Configure your offline synchronization filters.

S XXX\~

Synchronize contacts, tasks, and appointments between Microsoft Dynamics CRM

Microsoft Dynamics CRM offers a Microsoft Dynamics CRM for Outlook interface in
addition to the web client interface. Without a doubt, the integration with Microsoft
Outlook generates the most excitement and interest among Microsoft Dynamics CRM

users. Information workers love the fact that they can work directly with their Microsoft

Dynamics CRM data in Outlook without needing to open a second software application.
More importantly, users do not need to learn a new software application to perform their
day-to-day functions. The Microsoft Dynamics CRM for Outlook user experience closely
matches the rest of the functions that users already know how to perform in Outlook. This

chapter will highlight many of the key steps and processes you'll use when working with
Microsoft Dynamics CRM for Outlook.

95
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Important Before you can use Microsoft Dynamics CRM for Outlook, you or your
system administrator must install the software on your computer. In this chapter, we
assume that the Microsoft Dynamics CRM for Outlook software is already installed and
connecting properly to your Microsoft Dynamics CRM server.

Your company can deploy one of two versions of the Microsoft Dynamics CRM for
Outlook software:

e Microsoft Dynamics CRM for Outlook
e Microsoft Dynamics CRM for Outlook with Offline Access

Both versions offer almost identical functionality, but the Offline Access version allows you
to work offline, disconnected from the Microsoft Dynamics CRM server. In this chapter, we
will assume that you are using the Offline Access client.

In this chapter, you will learn how to use the integration between Microsoft Dynamics CRM
and Outlook to create contacts, tasks, appointments, and email messages in Outlook and
track them in Microsoft Dynamics CRM. You'll also learn how to work with Microsoft
Dynamics CRM records while disconnected from the server.

Practice Files The exercises in this chapter require only records created in earlier
chapters; none are supplied with the book’s practice files. For more information
about practice files, see "Using the Practice Files” at the beginning of this book.

Important The examples and exercises in this chapter use Microsoft Dynamics CRM for
Outlook and Outlook 2010, but Microsoft Dynamics CRM also supports Outlook 2007
and Outlook 2003. If you are using Outlook 2007 or Outlook 2003, the exercises and
steps might vary, because the user interface is different in Outlook 2010. In addition,
some features and functionality are not available in Outlook 2007 or Outlook 2003.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.
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Accessing CRM Records Within Microsoft Dynamics
CRM for Outlook

With Microsoft Dynamics CRM for Outlook, you can access CRM records and perform key
actions directly within Outlook. Many users prefer to access their CRM data by using this
technique instead of using the web client because they are already working in Outlook to
manage email and perform other tasks. The Outlook client user interface is a little different
from the web client, so here is a brief overview of the various components.
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& Opporturities [_; Affordable Equipment (sample) 555-0162 Sarta Cz Cat Frands (sample) someone_clbesample.com
L Accounts L} Basic Company (samghe) 5550174 Lynmweod Cathan Cook [samgple] sameone_d@eample.com
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) sendce o
2] settings
(2] workplace General =
Account Name Adfardable Equipment (sample) Wain Phone 555-0162 I
Cat Francis (sample)
ABCIEUUT
j & E-ma someone3Deample.com
A | contacts =
See more about: Affordable (sample) (: A
sluam LiJ p
Filter applied O 200 (= +
Solution folder - Reading pane

— Navigation pane

e Solution folder You will see this button in Outlook after you install the Outlook
client. You click it to access additional Microsoft Dynamics CRM functionality. The
name that appears in this button will match the name of the organization with
which your Microsoft Dynamics CRM system is associated.

e Ribbon Just as in the web client, the ribbon displays different buttons and features
depending on the context. For example, if you're viewing a list of accounts, the
ribbon displays actions that you can take with account records. If you're viewing
a list of contacts, the ribbon will display a different set of actions, those that are

available for contact records.
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e View tabs Use this area to select the data view you want to work with. In addition,
you can use the view tabs to pin views that you want to quickly access in the future.

e Lists Similar to the grid in the web client, this area displays a list of records.
Microsoft Dynamics CRM for Outlook filters the records displayed in the list
depending on the view selected on the view tab.

e Quick Find Just as in the web client, you can enter a search term in the Quick Find
field to search for specific records. However, unlike the web client version of Quick
Find, the Outlook client Quick Find only searches for records in the currently displayed
view. The web client Quick Find searches for records across the entire database.

e Filter You can use this to filter the records in the displayed view.

e Reading pane The reading pane in the Outlook client behaves like the reading pane
you use when working with Outlook contacts, email, and so on. Selecting a record in
the list updates the reading pane to show additional information about that record.
Note that the reading pane is for display only; you cannot edit records within the
reading pane.

In this exercise, you will familiarize yourself with Microsoft Dynamics CRM for Outlook by
displaying a new view and navigating through records.

SET UP Open Outlook with Microsoft Dynamics CRM for Outlook installed before
beginning this exercise. You need the Sonoma Partners account record you created in
Chapter 3, "Working with Accounts and Contacts.” If you cannot locate the Sonoma
Partners record in your system, select a different account record for this exercise.

1. In the Outlook navigation pane, click the solution folder button that displays the
name of your Microsoft Dynamics CRM organization.

2. In the navigation pane, click Sales and then click Accounts. A list of Microsoft
Dynamics CRM accounts is displayed.

3. Click the top record in the list. The reading pane displays information about that
account.

4. On the keyboard, press the Down arrow. Microsoft Dynamics CRM highlights
the next account record in the list, and the record displayed in the reading pane
updates accordingly.
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In the Quick Find area, type Sonoma Partners, and then press Enter. This should
display the Sonoma Partners sample record you created in Chapter 3. If you didn’t
create that record, you can perform this exercise with any account in this list.

Double-click the Sonoma Partners record in the list. Microsoft Dynamics CRM
launches the account record in the web client. Within this window, you can make
any record edits necessary.

| ! 7. On the ribbon, click the Save and Close button.
Next you will display a new account view within Microsoft Dynamics CRM for
Save &
Close Outlook.
- 8. In the view tabs area, click the new tab icon located to the right of the open tab.
A list of available system and personal views appears.
IR Microsoft Outlaak o=
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@ =) Add Columns :‘ = j é {‘ fg E ﬁ E '@
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# Products Inactive Accounts Z
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'j g:‘;:: 4 My Connections il ¥
[E mvices [i1-30f3 My Views Page 1 E
@ Quick € saved Personal Yiew ]
9. Click Active Accounts. Microsoft Dynamics CRM adds a second tab and displays a
list of active accounts within Microsoft Dynamics CRM for Outlook.
¥ 10. Now click the pin icon located on the left side of the Active Accounts tab. When

you do so, Microsoft Dynamics CRM for Outlook keeps this tab open so that you
can quickly access it in the future.

Tip If you want to remove a tab, simply click the X located on the right side of the tab.
Microsoft Dynamics CRM will remove the tab.
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Microsoft Dynamics CRM for Outlook also lets you personalize the appearance
of the user interface. Let's assume that you want to turn off the reading pane
and replace it with a chart. Click the Reading Pane button, and select Off on the
submenu that appears. Microsoft Dynamics CRM for Outlook removes the reading
pane for the current entity you're working with (accounts).

On the ribbon, click the Charts tab, click the Chart Pane button, and select Right
from the submenu that appears.

Microsoft Dynamics CRM displays a chart to the right of the list. Within this chart
area, you can choose to display different charts. You can select the chart you want
to display by clicking the chart name at the top of the chart pane.
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13.

Finally, let's assume that you want to log an activity for one of the accounts in the
list. As in the web client, you could use the Add tab on the ribbon to access the
buttons you need. However, Microsoft Dynamics CRM for Outlook also provides
a menu that allows you to log activities directly from the list. To access this menu,
right-click any account in the list and click Create. Microsoft Dynamics CRM for
Outlook opens a list of actions you can take against the record, allowing you to
create activities, run a mail merge, add a note, and more.
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Tip In addition to creating Microsoft Dynamics CRM records from this menu, you can
also assign categories and set follow-ups.

Accessing CRM Settings Within Microsoft Dynamics
CRM for Outlook

Now that you have worked with the basic user interface of Microsoft Dynamics CRM for
Outlook, let's take a quick look at how to access the settings area. You should not need

to access this area very often, but it is important to know where the settings information
is located. Some of the key actions you might take in this area include:

Setting person

al options.

Modifying your synchronization and offline data filters.

Importing contacts.

In this exercise, you will access the CRM settings within Microsoft Dynamics CRM for
Outlook.

101
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SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise.

1. On the Outlook ribbon, click the File tab.
2. In the left pane, click CRM.

o= = | Wicrosoft Outloak o e R
File Accounts  Visw  Charts  Add Customize (2]
4
Save A3
Getting Help

o}
Wy save attachments Qrganization Information

= Contents
Info Select an arganization | SB52011 e E View or search the help topics.
Open EManage Organizations El
. 3 Administratar's Guide
Print Set Personal Options 3 | Open the Administrator's Guide. This guide wil
.j Fersonalize Microsoft Dynamics CRM or set local data e
Dynarmics CRM.
Help settings.
Options
. v Traubleshoating
B optians Viewr the Troubleshooting table of cantents.
B et Synchronize ':L{&
y ‘lé Modify yaur Qutloak filters and Synchronize
CRM < Synchronize information between Outlook and Micrasaft Micrasoft Dynamics GRM Online
o ocent - Dvnamic R ‘ Y Visitthe Microsoft Dynammics CRM web site.
ecen “
Go Offline - =
=X Madify your offline filkers and take your information About Microsoft Dynamics CRI
o affline, See application information for Micrasoft
Offline - y_ Dynarnics CRM, including the version,
Import Contacts
DQ Import your contacts fram a file, or import your
Import contacts with Add Contacts Wizard.
Contacts =
== Manage Records
a'{i Choose tools to manage your records, such as
Manage duplicate detection or bulk deletion
Records -
Sign Out
G\% Sign aut of CRM for the remainder of the Outlook

Synchronizing Contacts, Tasks, and Appointments

One of the main benefits of Microsoft Dynamics CRM for Outlook is that the software
will automatically synchronize your contacts, tasks, and appointments between Outlook
and Microsoft Dynamics CRM. Therefore, if you create a new contact in the Microsoft
Dynamics CRM web client, the software can automatically download a copy of that con-
tact into Outlook. Likewise, if you update a contact's information (with a new address
or phone number, for example) in Outlook, the software will automatically update the
Microsoft Dynamics CRM database. If other users of your system synchronize the updated
contact to their Outlook file, they will receive your updates in the next sync process. This
bi-directional update of contact information between Outlook and Microsoft Dynamics
CRM means that you and other users can always access the latest information. In addition
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to synchronizing contacts, Microsoft Dynamics CRM for Outlook can perform similar
updates for Outlook appointments and tasks. If you use a mobile device and synchronize
it with Outlook, you will be able to access Microsoft Dynamics CRM contacts, appoint-
ments, and tasks on your mobile device.

Important Microsoft Dynamics CRM can also synchronize other activities—such as
phone calls, letters, and faxes—to Outlook. Regardless of the activity type (phone call,
letter, fax, or task) in Microsoft Dynamics CRM, the synchronization software will copy
all of the activities into Outlook as tasks.

Microsoft Dynamics CRM for Outlook does not synchronize all of the contacts, appoint-
ments, and tasks from your Outlook file; rather, it synchronizes only the records that you
track in Microsoft Dynamics CRM. If you have personal records in Outlook that you do
not want to copy into the Microsoft Dynamics CRM database, you do not need to track
those records in Microsoft Dynamics CRM. You can determine whether a particular record
is tracked in Microsoft Dynamics CRM by opening the record and looking for the CRM
tracking pane located at the bottom on the record. If there is a tracking pane, the record
is part of the Microsoft Dynamics CRM for Outlook synchronization process.

IM address:

Phone numbers

Business.. -

Home,., -
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Addresses
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E Contact | Insert  FormatText  Review @
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WX e m| B B B8 ne - I
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Save & Delete Shows Address Check | Business Ficture | Untrack  Set Update | Zoom
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Full Name... Darren Parker (sample] Darren Parker (sample)
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»

(=) = Microsoft Dynamics CRM
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53 This contact is being tracked in CRA.
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Tip A tracked record can also be identified by the presence of the Untrack button in the
CRM group on the record’s ribbon.

In addition, records tracked in Microsoft Dynamics CRM will display a special icon when
you view a list of records in Outlook.

o)l = Sarmnple Data - connie@ionomapartnerscom - Microoft Outiook = B8
Hame Send/ Recelve Folder View  CRM e @
Mew €
- P 1 ]
New Contact Group &, Mail Merge Address Book
B Hew consct & -
2 Hew Ttems = & More -
GOt <
# My Contacts . Bl <
&l Contacts
5l Suggested Contacts [ @] Full Name Job Title Campany File &1 CountryFegion i)
&1 Sample Data Click here to 3dd & new —. £
a
8 | Forest Chand [zample]  Marager Chand [sample], Farrest 5. =
@ | Gavriele Cannata sample) Purchasing A Elemental Goods... Cannata (samplel, Gabriele us -
@ | e sample Coho Vineyards  Sample, Joe 2
@ | tane sample Coho Winery Sample, Jane E
1l Test onoma Partrers  Test, B
Bl Test § Parts Test, Bl z
W3 Damen Parker (;ample)  Purchase ass.. Farker [samplel, Damen us. H
3 Cethan Cook [samplé)  Manager Coak [sample], Cathan us e
§d  CatFrancs ample) Cwner Francis [sample, Cat us
hd  SrainlaMee [rample) Cwmer Advanced Comp... LaMee (samplel, Brain us. v
&3 Adrian Dumitrascu [sem... Purchasing A Dumitrascu [samplel, Adrian us, o
Y Ml &3  Gabrieie Cannata {sampie] Purchasing A Cannats [samplel, Gabriete us g
= 8 Fyan Sample Sample, Ryan C
&
o sesan H
h
E
7] Calenaias
A | contacts
Aul@@ - |4 3 |
Ttems: 12 All folders are up to date. (5| Connected to Microsoft Exchange | 01 (3 1

When you first install Microsoft Dynamics CRM for Outlook, the software uses its default
settings for the synchronization process. One of these settings sets the software to perform
the synchronization process in the background every 15 minutes. This automatic back-
ground sync provides you with the convenience of not having to remember to explicitly
sync your records. If you want, you can change your options to increase the amount of
time between automatic synchronizations, but you cannot make it less than 15 minutes.

Tip When you are connected to the server, changes made to contacts, tasks, and appoint-
ments in Outlook synchronize to the Microsoft Dynamics CRM server when the record is
saved. However, changes made to the Microsoft Dynamics CRM server in the web client
will not appear in Outlook until the completion of the next synchronization process.

If don't want to wait for the next scheduled synchronization interval, you can manually
launch the synchronization process. In this exercise, you will manually synchronize Outlook
records with the Microsoft Dynamics CRM server.


http://

iy

Syhchronize
with CRIM

Creating and Tracking Contacts 105

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise.

1. In the Outlook navigation pane, click the Contacts button.

2. On the ribbon, click the CRM tab, and then click the Synchronize with CRM button.
A progress indicator appears. When the software completes the synchronization
process, the window closes.

See Also As a reminder, you can create contacts in Microsoft Dynamics CRM by using
either Microsoft Dynamics CRM for Outlook or the web client. This chapter shows you
how to use Microsoft Dynamics CRM for Outlook, but you can also refer to Chapter 3
for an explanation on how to create contacts by using the web client.

Creating and Tracking Contacts

Microsoft Dynamics CRM can synchronize your existing contacts from the Microsoft
Dynamics CRM server so that they display in your Outlook contacts file. However, as you
continue to work with the system, you will want to create and track new contact records.
To create contacts in Outlook and track them in Microsoft Dynamics CRM, create the
record in Outlook as you normally would, click the Track button, and then save the con-
tact. Doing so will create the contact record in Microsoft Dynamics CRM and include
the record as part of future data synchronizations. When creating contacts in Outlook,
you also can link the contact record to a parent account in Microsoft Dynamics CRM by
clicking the Set Parent button on the Contact tab of the ribbon in Outlook.

Tip Microsoft Dynamics CRM does allow you to specify a contact record as a parent
record for another contact, but most organizations use account records as parents for
contact records. For the purposes of this book, we’ll assume that you'll use accounts
as parent records for contacts.

As is the case when you create a contact in the web client, when you create a new contact
in Outlook, track it in Microsoft Dynamics CRM, and link it to an existing parent account,
the mapped fields (such as address and phone) in the contact record will not automatically
update with information from the parent account. However, if you link a contact to a
parent account from Microsoft Dynamics CRM, Microsoft Dynamics CRM for Outlook
can save the parent account name in the Company field on the Outlook contact.
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Troubleshooting Filling out the Company field in the Outlook contact record will not
automatically link the contact to that company’s account record in Microsoft Dynamics
CRM. For new contacts that you create in Outlook and track in Microsoft Dynamics CRM,

you must explicitly link the record to a parent account.

When you track a contact in Microsoft Dynamics CRM, you can access additional informa-
tion about the record from Outlook by clicking one of the following links in the contact
record'’s ribbon:

View In CRM This link will open the contact record in the Microsoft Dynamics CRM
web client. This allows you to view all of the details and related records that you're
tracking in Microsoft Dynamics CRM.

View Parent This link will open the account record of the parent account. Typically
the parent is the company for which the contact works.

In this exercise, you will create two new contacts (one from Outlook and one from the web
client) to see how the different options impact the contact data. You will also update the
contact records and manually kick off the synchronization process.

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise. You need the Sonoma Partners account
record you created in Chapter 3. If you cannot locate the Sonoma Partners record
in your system, select a different account record for this exercise.

f=| Mew Contact

Set 5.
Parent =

In the Outlook navigation pane, click Contacts. On the ribbon, click New Contact
to open the new contact form.

Enter Chris Perry as the contact name.

Click the Track button.

Click the Set Parent button and, on the menu that appears, click Account.
A Microsoft Dynamics CRM lookup window opens.

In the text field, enter Sonoma Partners, and then press the Enter key to search
for the account in Microsoft Dynamics CRM. Select the appropriate account in the
results, and then click OK.

Important If you cannot locate the Sonoma Partners account in your system,
you can use any account for this exercise.
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The Sonoma Partners account name appears in the Company field of the Chris
Perry Outlook contact.

Troubleshooting If the parent account name does not appear in the Company field,
check your preference setting in the Microsoft Dynamics CRM for Outlook options.
To update this preference, access the CRM settings as you did in the exercise earlier
in this chapter, and click Set Personal Options. On the Synchronization tab of the
Options window, locate the Update The Company Field For Outlook Contacts section
and make sure that the check box is selected. This will allow you to automatically
update the Company field with the parent account name.

On the ribbon, click the Save and Close button.

This record is now tracked in Microsoft Dynamics CRM, as indicated by the CRM
tracking pane.

Open Windows Internet Explorer and browse to the address of your Microsoft
Dynamics CRM system.

Navigate to the account records and open the Sonoma Partners account or other
parent account selected in step 5.

In the navigation pane, click Contacts.
The Chris Perry record appears and is linked to this account.

Double-click the Chris Perry record to open it. In the Business Phone field, enter
(312) 555-1212.

On the ribbon, click the Save and Close button. Microsoft Dynamics CRM closes
the window and returns you to the list of contacts associated with the account.

In the entity navigation pane of the account record, click Contacts. Then on the
ribbon of the account record, click the Add New Contact button to launch the
New Contact form.

In the First Name field, enter Jose. In the Last Name field, enter Curry.

Note that, because you created this contact from the account, the contact record
includes the mapped fields such as address and phone number from the parent
account record.

Click the Save and Close button.

Close Internet Explorer.
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16. In Outlook, click the File tab, and then click CRM. Click the Synchronize button,
yr fé and then click the Synchronize option that appears on the submenu.
synchronize A window opens, indicating that Microsoft Dynamics CRM for Outlook is updating data.

17. In the Outlook navigation pane, click Contacts. In the search box, enter Jose Curry.

The contact you created in the web client now appears in your Outlook file (with
the mapped fields from the account).

18. In the search box, enter Chris Perry.

Outlook shows the Chris Perry record, which now includes the phone number that
you entered in the web client.

Perry, Chris
Chris Perry

Sonama Partners

[312) 555-1212 wark

Important Creating contacts from the account record in the web client will map
fields such as address and phone number to the contact. However, creating a contact
in Outlook and tracking it to an account will only map to the account name but not
the other data fields.

Using the Add Contacts Wizard

You just learned how to add and track contacts in Microsoft Dynamics CRM one record
at a time. However, you might already have a lot of contacts in your Outlook file that
you would like to track, and you probably don’t want to link them one record at a time,
especially if you have hundreds of contacts. Fortunately, Microsoft Dynamics CRM for
Outlook includes an Add Contacts wizard that helps you quickly and easily add your
existing Outlook contacts to Microsoft Dynamics CRM.
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Before you use the Add Contacts wizard, you might want to create different folders for
your contacts to separate them into different groups, such as business contacts and per-
sonal contacts. When you work through the wizard, you can select the contact folders
to use. If you don't have any contact folders, the Add Contacts wizard will include all of
your contacts in the process.

Alternatively, instead of creating new folders, you can assign your existing Outlook con-
tacts to different categories by using Outlook’s category functionality. During the Add
Contacts wizard import process, you can choose the categories of contacts to add to
Microsoft Dynamics CRM.

In this exercise, you will use the Add Contacts wizard to load existing Outlook contacts
into Microsoft Dynamics CRM.

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise.

1. On the ribbon, click the File tab and in the left pane, click CRM.

D{; 2. Click the Import Contacts button, and click Add Contacts on the submenu.
Microsoft Dynamics CRM for Outlook launches the Add Contacts wizard.

Impert | 3 Click Next.

Contacts =

If you have created multiple contact folders, the Choose Contact Folders step
appears. (If you don't have multiple folders, the wizard skips this step.)

Idicrosoft Dynarmics CRM for Outlook Add Contacts = ﬁ

Choose Contact Folders
Select the Contact folder you would like to gather Contacts from,

[ Contacts
i [¥] sample Data

Learn mare about adding contacts to CRM = Back Mext > Cancel
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4.

Select the folder you want to use for this process and click Next.

The wizard analyzes the contacts and displays the Choose Contact Groups dialog box.

Microsoft Dynarics CRM for Outlook Add Contacts = ﬁ
Choose Contact Groups
Select the Contact Groups you wish to add to Microsoft Dynamics CRM.
AU Company Mame ~ | From e Comoany Mame Sk on ifre Confack fomr
W | Mumber of Contacts Company Name
v 1 Sonoma Parthers
v 1 Elemental Goods [sample
v 1 Affordable Equipment (sample
v 1 Advanced Companents [samnle)
v 1 Best o’ Things [sample

Options
W Use Company Mame ta be the Account

I™ Track all communication for added contacts
Advanced =

Learn mare about adding contacts to CRM = Back | 2Add Contacts | Lancel |

On this screen, you can choose which contacts to add to Microsoft Dynamics CRM.
You can group the contacts by company name, email domain, or category. If you
want to see the contacts in any of the groups, click the group name hyperlinked in
blue to display a new window that lists the contacts.

You can choose the groups of records to import by selecting the check boxes of
the records that you want to add to Microsoft Dynamics CRM.

For this exercise, select a group of records to import.

Tip It is recommended that you only select one or two groups to test that the import
works as you expect.

You might notice that the Number Of Contacts column includes color coding in the
form of red, yellow, or green bars. These colors indicate the following:

o Green 100 percent of the contacts already exist in Microsoft Dynamics CRM.

o Yellow At least 50 percent of the contacts already exist in Microsoft
Dynamics CRM.

O Red At least one contact already exists in Microsoft Dynamics CRM.
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In addition to adding contacts to Microsoft Dynamics CRM, the Add Contacts

wizard can also import email messages and appointments associated with the
imported contacts. To enable this option, select the Track all communications
for added contacts check box.

By default, the wizard will automatically create new accounts in Microsoft Dynamics
CRM linked to the imported contacts. To disable this option, clear the Use Company
Name to be the Account check box.

Troubleshooting If your system administrator has enabled the duplicate checking
settings for Microsoft Dynamics CRM, the Add Contacts wizard might not create
account and contact records during the import process. Check with your system
administrator to see if this applies to your system.

Alternatively, Microsoft Dynamics CRM might already include account records that
match the contacts you're importing. If you run the Add Contacts wizard with the
default settings, it will import and create the contacts, but it won't link your imported
contacts to the existing accounts automatically. Instead, you can choose to manually
match the contacts you're importing to existing Microsoft Dynamics CRM accounts.

To do this, click the Advanced link. Two new columns appear. In the Set Account
column, click in the box to display a new menu.

Microsaft Dynamics CRM for Outlook &dd Cantacts _[O] =]
Choose Contact Groups
Select the Contact Groups you wish to add to Microsoft Dynamics CRM.
view: [Company Name | From ihe Company Name field o the Contact form
W | number of Contacts Company MName Set Account Indude Communication
0 1 Sonoma Partners v
W 1 Elemental Goods [sample ot § v
0 1 Affordable Eguipment [sa... v
Use Company Mame
v 1 Advanced Components (5. |Pick Existing Account... v
i 1 Best o' Things [sample| v

options
™ Use Company Mame to be the Account

I Track all communication for added contacts
= BasicImport

Learn more about adding contacts to CRA < Back Add Contacts Lancel

o
.
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9. From this menu, click Pick Existing Account.

The account lookup record dialog box appears. Select the account you want to
manually link the contact to.

.4/ Look Up Record x|
Look Up Record
Enter your search criteria and click Search to find matching records, Filter wour results and view different columns of data by using
the Wiew optians. Then, select the record you want and click OK,
Look for: [ &ccaunt =] I Show only My Records
View: [Account Laokup Yiew =]
Search: | szarch for recards P
\ Accoynt Mame \ Account Number| Primary Contact | Address 1t Cityz
[~ [ & sStore (sample] ABSS4G4T Adrian Dumitrascu [sample]  Renton -
[T [Z Advanced Companents (sample] ACTBEDCS Brain LaMee [sample] Dallas
r ,_} Affordable Equipment sample] ABC2EUUT Cat Francis [sample] Santa Cruz
r ,_} Basic Company (sample) AFFSESIK Cathan Cook [sample] Lynimwoog
r ,_} Best o' Things (samplg) ACSHMZE4 Darren Parker (sample] Los Angeles
r ,_} Designer Goods [sample] Ewa Corets (sample) Mews York
r ,_} Blue Company [sample] Forrest Chand (sample) Mewy York
™ [ Elemental Goods (sample] ABCOSM32 Gabriele Cannata [sample]  Missoula
[T [2 Grand Store [sample] Gearge Sullivan [sample]  Mews Vork
r ,_} Litwrare Inc, (sample) BABCO&EH Marco Tanara [sample] Phoenix -
1 r
1- 16 of 16 (1 selected) Page 1
e
| ok H cancel H ‘

10. For this exercise, select any account, and then click OK to return to the wizard.
11. Click Add Contacts.

The Add Contacts wizard runs through the process and displays a final confirmation
screen, which includes a listing of any errors that might have occurred during the
import process.

Tip You can run the Add Contacts wizard as often as necessary, to import new contacts
at a later time.

Creating and Tracking Tasks and Appointments

In addition to synchronizing contacts, Microsoft Dynamics CRM for Outlook can syn-
chronize tasks and appointments between Microsoft Dynamics CRM and Outlook. The
process of creating and tracking tasks and appointments follows the same rules as
previously outlined for contacts. You can create the task and appointment records in
Outlook by using the standard Outlook tools, and then click the Track button to save
a copy to Microsoft Dynamics CRM. As you learned in previous chapters, you can also
specify a Regarding value for activities such as tasks and appointments.
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If you create tasks or appointments in the web client, Microsoft Dynamics CRM for
Outlook can also synchronize those records from the server into your Outlook file.

Important You can modify many of the Microsoft Dynamics CRM for Outlook synchro-
nization settings. To access the personal settings page, click CRM on the Outlook ribbon,
and then select Options. You can view the sync settings on the Synchronization tab.

Sending and Tracking Email Messages in Microsoft
Dynamics CRM for Outlook

Even though you can create and send Microsoft Dynamics CRM email messages with the
web client, most users prefer to create and reply to their email messages with Outlook.
Copies of these Outlook email messages can be saved to Microsoft Dynamics CRM so that
you can go back later and see a complete history of the communications. Much like creating
contacts, tasks, and appointments in Outlook, you can create email messages as you nor-
mally would in Outlook and save a copy of each message to Microsoft Dynamics CRM by
clicking the Track button. When processing an email message, Microsoft Dynamics CRM
for Outlook reviews the list of message participants and automatically looks for matching
email records in the Microsoft Dynamics CRM database. If it finds matching email addresses,
the software appends the email message to the matching records as a completed email
activity. This email matching process searches for matching email addresses across those
record types that contain email addresses in Microsoft Dynamics CRM, such as contacts,
accounts, leads, queues, users, and facilities/equipment.

In addition to linking an email message to the participants, Microsoft Dynamics CRM can
be used to specify the record the email message is regarding. For example, you might
send multiple email messages to a single customer, but one message might be about an
existing order, whereas a different message might be about a customer service issue. By
specifying the Regarding field of each message (one is regarding an order, and the other
is regarding a service issue), you can split up the communication history to the appro-
priate records. This will save you time when you are viewing the activity history related
to each record. Microsoft Dynamics CRM for Outlook saves a list of your recently used
Regarding values so that you can quickly track email messages regarding recent topics.

In addition to tracking email messages sent from Outlook, Microsoft Dynamics CRM
for Outlook allows you to track email messages that you receive. To track these types of
messages, you can open the message and click the Track button, or you can select the
email message in your Inbox and then click the Track button in the CRM group on
the ribbon. You can set the Regarding value of the message by using the Set Regarding
button on the ribbon.
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Tip You don't have to track email messages one at a time; you can select multiple
email messages and click the Track button. Depending on your email system and your
Microsoft Dynamics CRM tracking configuration, Microsoft Dynamics CRM can auto-
matically track all of the email messages in a subject thread so that you don’t have to
manually track every message. Contact your system administrator to determine your

exact system configuration.

See Also For more information about tracking email messages and other activities in
Microsoft Dynamics CRM, see Chapter 4, “Working with Activities and Notes.”

When composing email messages with the Microsoft Dynamics CRM for Outlook client

installed, you can also do the following:

e Insert a CRM email template.

e Insert a CRM knowledge base article.

e Attach sales literature stored in CRM.

These features allow you to save time and clicks because you can quickly access tem-
plates, articles, and attachments stored within Microsoft Dynamics CRM.

Microsoft Dynamics CRM for Outlook also allows you to access an Outlook address book
that contains your Microsoft Dynamics CRM records. The Microsoft Dynamics CRM address
book allows you to easily access the email addresses of your Microsoft Dynamics CRM
records directly in Outlook, without requiring you to look up their email addresses from
the web client. In addition, the Microsoft Dynamics CRM address book can include email
information about non-contact records, which you cannot synchronize to Outlook.

Select Names: Sample Data

Search: @ Mameonky ( Morecolumns  Address Book

x|
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‘ Mame Displa
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Tip You can configure additional settings for the Microsoft Dynamics CRM address
book in the Microsoft Dynamics CRM for Outlook options.

In this exercise, you will create an email message in Outlook, insert an email template,
and track the message in Microsoft Dynamics CRM.

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise. You need the Sonoma Partners account
record you created in Chapter 3. If you cannot locate the Sonoma Partners record
in your system, select a different account record for this exercise.

1.

2.

On the ribbon, click the Home tab, and then click the New E-Mail button. A blank
email message appears.

In the To field, enter any email address that does not already exist in your Microsoft
Dynamics CRM database. (You need to use a new email address to complete steps
13 and 14 of this exercise.)

In the Subject field, enter Test Message.

On the ribbon, click the Track button. The CRM tracking pane will appear.
Click the Set Regarding button, and then select More.

A Microsoft Dynamics CRM lookup window opens.

In the lookup window, click the Look for list to see the entities to which you can
link the email message. Select Account.

In the search box, enter Sonoma Partners, and press the Enter key to search for the
account in Microsoft Dynamics CRM. Select the appropriate account in the results,
and then click OK.

In the CRM tracking pane, you can see that Microsoft Dynamics CRM has updated
the Regarding value to Sonoma Partners.
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|D Insert Template *| 8.

5 4 ¥ = Test Message - Message (HTML] o [ 52
Message Insert  Optians Farmat Text Review @
Calibri (Body) 11 v AT AT Il sttach File [ Insert Template ~ (3]
L) [£3] '/j a v B
B 7 U [0 mttach Ttem - ) Insert Article ~
Showr | A Mames Untrack Set Tags | Zaom
- - A - [&signature - Regarding - [E] Attach Sales Literature = |~
Basic Text 5 Include CRM Zoom
To.. | [so om |
=1 e || |
Send
Subject: |TEStMESSagE ‘
g
a
-
1=} = Microsoft Dynamics CRM =3
@ Regarding:  Sonorna Partriers 53 Options |
= This e-mail will be tracked in CRM after it is sent.
-
@ Sseemore sbout: someone2@example.com. D ~

On the ribbon of the email message, click the Insert Template button, and then click
More Email Templates.

Important If your tracked email message has different types of records such as
accounts, contacts, and leads, you will need to specify a template target when you
insert a template, because the different record types can have different email tem-
plates available. If your email message is only regarding one type of record (like the
one in this exercise), it will skip the Select Template Target dialog box.

41 Belect Template Target il

Select Template Target
Select the record forwhich you want to select a template to apply,

To Recipients

5] Mike Swder
Regarding Object
[ sanoma Partners
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11.
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Microsoft Dynamics CRM launches the Insert Template dialog box. This dialog box
displays the global email templates plus the email templates related to the record
you're sending a message to. For example, if you're sending an email message to a
contact, you will see contact templates. If you're sending to a lead, you'll see lead
templates. Because this email is regarding the Sonoma Partners account record,
you'll see the Account templates in addition to the global templates.

For this exercise, click Marketing communication unsubscribe acknowledgement.
A4 Insert Template
Select Template
Select an e-mail template from the following options o insertinto this e-mail
language English =
Global Templates Type: Global Templates
Q Marketing communication Created By: Mike Snyder Demo
unsubscribe acknowledgement Created On: 117242010
Account Templates Description: Use this e-mail template for
Q Account Reconnect sending acknowledgement
tio customers during auto
unsubscribe,

Click OK. Microsoft Dynamics CRM asks whether you want to override your existing
email subject with the template subject. If you click OK, Microsoft Dynamics CRM
will update your email subject to the subject associated with the email template.
Instead, click Cancel, and Microsoft Dynamics CRM only inserts the selected email
template into the body of your email.

Click the Send button.

Click the Sent Items link in the folder list to display a list of your sent email messages.
Double-click the test email message you just sent.

Assuming that you entered an email address not already in your database, you will
see in the CRM tracking pane that the sample email address is colored red. This
record color indicates that Microsoft Dynamics CRM could not find a matching
email address in your system.

To manually resolve this email message to a particular contact record, click the red
email address. A menu will appear, from which you can choose to create the record
as a contact or as a lead. For this exercise, click the Create as contact option.
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=" | & ¥ s Test Message CRM:0001001 - Message (HTML) o B R
x a Reply 1 (3 Message 123 Move tor 7 Ny e % T]‘/ [ convertTo - (3 Mark Unread a}) & [ 5]
£ Reply 21 [T CRM Fields i) To Manager - i a 1S add Connection = B3 categorize ~ - A
Gy Delete | B s Mo Untrack  Set Translate Zoom
(2 Forward 3 Team E-mail o - A- Regarding + [2 Yiew in CRM ¥ Follow Up ~ s g~
Delete Respond Show Quick Steps ) Movve CRM Tags . Editing Zoom
From: Wik Sriyder Demo Sent: Mon 11715/2010 3:47 FM
To: ‘somoneda@example.com’
o
Subject: Test Message CRMI0001001
&3
Dear Customer,
As per your request, we have unsubscribed you from receiving marketing related communication from us
Please call us at UserPhone for any further changes or clanfications
Thanks
=) — Microsoft Dynamics CRM
& Regarding: Sonoma Partners ] Options
=3 This e-mail is being tracked in CRM.
2 Relsted records:
£ Mike Snyder Derno
9
Lt ple-Com | g9 create as contact
B Create as lead
@ See more about: Mike Snyder Demo. DD -

14. A blank contact form appears. Enter Mike as the First Name and Snyder as the Last
Name. On the ribbon, click the Save and Close button. Now if you view the history
of the Mike Snyder contact or the Sonoma Partners account, you can view a copy of
this email message.

Tip This exercise showed how to create a contact from an email message that you sent.
For email messages and appointments that you receive from others, you can configure
Microsoft Dynamics CRM for Outlook to automatically create records (either contacts or
leads) when you click the Track button. You can access this setting by clicking the Options
link in the CRM tracking pane.

Deleting Records in Microsoft Dynamics CRM
for Outlook

After Microsoft Dynamics CRM for Outlook completes its initial synchronization process
with your Outlook file, special rules apply to how the synchronization process handles
deleted records. For example, deleting a contact record in Outlook will not delete that
contact record in Microsoft Dynamics CRM. Conversely, deleting a contact in Microsoft
Dynamics CRM removes the synchronized contact from Outlook for all users except for
the Outlook user who owns the record in Microsoft Dynamics CRM.
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With respect to deleted records, Microsoft Dynamics CRM for Outlook follows a set of rules

Deleting Records in Microsoft Dynamics CRM for Outlook

and conditions to determine how the synchronization process should update Outlook and
Microsoft Dynamics CRM. Microsoft Dynamics CRM for Outlook processes deleted records
as outlined in the following table.

119

Record Type Action Record State Result
Contact Delete in Microsoft  Any Deleted from Outlook for all
Dynamics CRM users except contact owner.
Remains in contact owner’s
Outlook file.
Contact Delete in Outlook Any No change in Microsoft
Dynamics CRM.
Task Delete in Microsoft ~ Pending (not com- Deleted from Outlook.
Dynamics CRM pleted in Outlook)
Task Delete in Microsoft  Past (completed in Remains in Outlook.
Dynamics CRM Outlook)
Task Delete in Outlook Pending (open Deleted from Microsoft
in Microsoft Dynamics CRM.
Dynamics CRM)
Task Delete in Outlook Past (completed or No change in Microsoft

canceled in Microsoft

Dynamics CRM)

Dynamics CRM.

Appointment

Delete in Microsoft
Dynamics CRM

Pending (open
in Microsoft
Dynamics CRM)

Deleted from Outlook if
appointment start time is
in the future.

Appointment

Delete in Microsoft
Dynamics CRM

Past (completed or

canceled in Microsoft

Dynamics CRM)

Remains in Outlook.

Appointment

Delete in Outlook

Pending (open
in Microsoft
Dynamics CRM)

Deleted from Microsoft
Dynamics CRM if deleted

by appointment owner or
organizer. Not deleted from
Microsoft Dynamics CRM if
deleted in Outlook by a non-
owner or non-organizer.

Appointment

Delete in Outlook

Past (completed or

canceled in Microsoft

Dynamics CRM)

No change in Microsoft
Dynamics CRM.

If you delete a contact in Outlook (which does not delete the contact from Microsoft
Dynamics CRM) and then someone subsequently modifies that contact record in
Microsoft Dynamics CRM, Microsoft Dynamics CRM for Outlook will recreate that
contact in the your Outlook file, even though you previously deleted it.

r’
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X

Delete

On a related note, deactivating contact records in Microsoft Dynamics CRM does not
remove the contacts from Outlook. You must manually delete the deactivated contacts
from Microsoft Dynamics CRM if you don’t want them to appear in your Outlook file
any longer.

In this exercise, you will delete two records to see how the synchronization process treats
each scenario.

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook installed, if
necessary, before beginning this exercise. Confirm that you have permission to
delete contact records in Microsoft Dynamics CRM. If you are not sure, contact your
system administrator. You need the Sonoma Partners account record you created in
Chapter 3 and the Chris Perry and Jose Curry contact records you created earlier
in this chapter. If you cannot locate these records in your system, select different
records for this exercise.

1. In the Outlook navigation pane, click Contacts.

2. In the search box, type Chris Perry to locate the contact record.

3. Select the Chris Perry record and, on the ribbon, click the Delete button.
4

. Open Microsoft Dynamics CRM in Internet Explorer and navigate to the account
list. Locate the Sonoma Partners account and double-click it to open it.

5. Click Contacts in the entity navigation pane.

A list of contacts associated with the account appears. Note that even though you
deleted the Chris Perry contact from Outlook, Microsoft Dynamics CRM for Outlook
did not delete the record on the server.

6. Click the Jose Curry record and click the Delete button on the ribbon. In the Contact
Delete Confirmation dialog box, click the Delete button, and then click OK in the
secondary confirmation dialog box.

7. Close Internet Explorer.

8. Open Outlook. On the ribbon, click the File tab and then click CRM. Click the
Synchronize button, and select Synchronize from the submenu. Microsoft
Dynamics CRM runs the synchronization process.

9. In the Contact search box, type Jose Curry. Outlook displays the matching contact
record. Double-click the record to open the contact.

Note that Microsoft Dynamics CRM for Outlook did not delete the contact from
your Outlook file because you are listed as the owner of this record. However,
this contact record is no longer tracked in Microsoft Dynamics CRM. If you
delete a contact record owned by a different user, Microsoft Dynamics CRM
for Outlook will remove that record from your Outlook file.
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Going Offline with Microsoft Dynamics CRM
for Outlook

If you install Microsoft Dynamics CRM for Outlook with Offline Access, you have the
option to work with your Microsoft Dynamics CRM data when you are disconnected from
the server. This feature is useful if you need to travel onsite to customer meetings, because
you can look up your existing notes, add new notes, run reports, and much more without
needing an Internet connection. The concept of disconnecting from the Microsoft Dynamics
CRM server is known as going offline. When you go offline, Microsoft Dynamics CRM for
Outlook copies a subset of the Microsoft Dynamics CRM database to your computer. While
offline, you can perform almost all of the Microsoft Dynamics CRM functionality just the
same as when you're online. When you are able to connect to the Microsoft Dynamics CRM
server again, you go online to synchronize your offline database with the main Microsoft
Dynamics CRM database. When you go online, Microsoft Dynamics CRM for Outlook will
automatically determine which records it should upload to the Microsoft Dynamics CRM
database and which records it needs to synchronize with your local database.

Because some Microsoft Dynamics CRM databases can get quite large, going offline
does not copy all of the data to your computer. Instead, Microsoft Dynamics CRM for
Outlook uses offline synchronization filters to determine which subsets of the database
it should copy to the offline database. The use of offline synchronization filters provides
better performance and faster synchronization times than if you were using the entire
Microsoft Dynamics CRM database. Offline synchronization filters are discussed more
thoroughly in the next section.

Tip You can configure Microsoft Dynamics CRM for Outlook with Offline Access to
perform a background update of your local data as often as every 15 minutes. Setting
up this option in the Microsoft Dynamics CRM for Outlook options will allow you to
go offline more quickly in the future, in addition to allowing you to access relatively
updated offline data in case you forget to explicitly go offline.

In this exercise, you will go offline, open a record while disconnected from the Microsoft
Dynamics CRM server, and then go back online.
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=X
G0
Offline

=]
¥
Go

online

SET UP Start Outlook with Microsoft Dynamics CRM for Outlook with Offline
Access installed, if necessary, before beginning this exercise. In order to complete
this exercise, you need the version of Microsoft Dynamics CRM for Outlook that
allows you to go offline. Contact your system administrator if you need to have a
different version of Microsoft Dynamics CRM for Outlook installed.

1.

4.

On the Outlook ribbon, click the CRM tab, and then click the Go Offline button.

A progress window opens, showing you the status of the synchronization process.

4! Synchronizing Microsoft Dynamics CRM Data = ﬂ
Propagating Customizations Cancel
<< Details

™ Show confirmation when complete

Tasks ] Enors |

Task Progress
Initializing synchronization Complete
‘W atting for offline database initislization Complete
Cleaning up offline database Complete
Checking for changes Complete
Propagating Customizations In progress

When the process is complete, the Go Offline button will change to Go Online.
This indicates that you are now working with data from the local database instead
of data from the Microsoft Dynamics CRM server.

In the Outlook navigation pane, click the button with the name of your CRM
organization, expand the Sales folder, and then click Accounts.

You will see a list of accounts, just as if you were viewing them while connected to
the Microsoft Dynamics CRM server. Depending on your offline synchronization
filters, you might see only a subset of all of the Microsoft Dynamics CRM accounts.

To confirm that you are working offline, double-click an account record to open it.
When the account record is open in Internet Explorer, press F11 on the keyboard.

The Internet Explorer address bar appears. If you examine the web address of the
account record, you will notice that it starts with http://localhost:2525 instead of
the typical web address that you use to access Microsoft Dynamics CRM. This
localhost address references the offline version of Microsoft Dynamics CRM, so
you know that you're working offline.

Click the Go Online button to reconnect to the Microsoft Dynamics CRM server.
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Configuring Synchronization Filters

As you learned in the previous section, offline synchronization filters define which data
Microsoft Dynamics CRM for Outlook with Offline Access will copy from the server to
your offline database. During the installation process, Microsoft Dynamics CRM creates
more than 35 different offline synchronization filters for the records in your system. If
you plan to work offline frequently, you should examine these default offline synchroni-
zation filters to make sure you'll have access to the information you need when offline.

! Filter: Qutlook ﬂ
Filter: Qutlook
’:f?\m? and create filters that specify the type of information that is synchronized to your Qutlook falders or copied to your computerwhen you ga
Offline Synchronization Filters |

User Filters System Filters

Grew | %K ) @ | More actions -

r \ Mame Status Returned Type Description e
v a My Recent Case Resolution Activities Active Case Resolution Recent case resolution acti *
[~ &, I recently open Campaign Responses owned by me Active Campaign Response All recently open Campaigr
& Myccounts Active Account Accounts owned by me

r _a My Recent Opportunities A ctive Opportunity Recently changed opportu

r _a My active Campaigns A ctive Campaigh My active Campaigns

([ ﬁ Competitors Active Campetitor All competitors

([ ﬁ My Recent Quote Close Adivities Active Quote Close Recent quote close activitie

r ;i Motes Active Mote Motes attached to records 1
& MyRecent Orders Active Order Recently changed arders o

[~ &, Recent Recurring &ppointments inwhich Tam a Partici..  Active Recurting Appointment Recently changed recurring

r _i Products Active Product All products

r: T Dacant Favas bnbick Tam o Darkicinant i tive Ear DarawHu rhanaad favas i T

1- 37 of 37 [1 selected) Page 1
A1 # A& B C D E F 6 H I 1 E L M N O P Q R 3 T U v oW X Y I

Two common modifications to the default local data groups are:

e Including all reports to run offline, because the default local data group downloads
only the reports you own to the offline database.

e Including custom entities, because the default local data group does not include
any custom entities.

Important You can only modify your offline synchronization filter settings when you
are online.
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If your computer uses the online-only version of Microsoft Dynamics CRM for Outlook,
your system still contains synchronization filters, but the software uses them for a differ-
ent purpose. Online-only users of Microsoft Dynamics CRM for Outlook configure their
Outlook synchronization filters to specify which types of records the software should
copy from the server to your Outlook file. By default, Microsoft Dynamics CRM for
Outlook includes Outlook synchronization filters that will copy contacts, phone calls,
tasks, and other records that you own from the CRM server into your Outlook file.

.4 Filter: Outlook
Filter: Qutlook

offline.

x|

Modify and create filters that specify the type of infarmation that is synchronized to your Outlook folders or copied to your computer when you go

Outlook Synchronization Filkers

=

User Filters

A Mews
r |

&
-
-}
&R
&
&

4

Swstem Filters

X®®

Mame

My Appointments
My Faxes

My Tasks

My Letters

My Service Activities
My Phane calls

(& My Outlook Contacts

More Adctions -

¥ & My Recurring Appointments

Status
Active
Active
Active
Active
Active
Active
Active
Active

Returned Type
Recurring Appointment
Appointment

Fax

Task

Letter

Service Activity

Phone Call

Contact

Description 2

Recurring Appointments Synce
Appointments Syhced To Outl|
Faxes Synced To Qutlook
Tasks Synced To Outlook
Letkers Synced To Qutlook
Service Activities Synced To Oy
Phone calls Synced To Outlook
Contarts Syncing to Outlook

1-6of 8 (1 selected)
M # A B C D E F G H I J K L MNP QR 5 T

Page 1

You can delete, deactivate, or modify synchronization filters, or add entirely new data
groups if you want. Some users like to create synchronization filters so that Microsoft
Dynamics CRM copies all of the contacts for the accounts and opportunities that they own.

In this exercise, you will modify the offline synchronization filters for Microsoft Dynamics
CRM for Outlook with Offline Access to include contacts you modified in the past 30 days
in your offline database.

Important When you run reports offline, the reports will include only data from the
offline database, which is typically a subset of the entire database. If you need to report
on the entire database, make sure you go online first.
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SET UP Start Outlook with Microsoft Dynamics CRM for Outlook with Offline
Access installed, if necessary, before beginning this exercise.

9.

10.
11.
12.

On the Outlook ribbon, click the File tab, and then click CRM.

Click the Synchronize button, and then click the Outlook Filters option that appears
on the submenu. The Outlook Filter dialog box appears.

In the picklist, select Offline Synchronization Filters.

In the grid toolbar, click the New button. The New Filter dialog box appears.
In the Look For picklist, select Contact.

Click the Select link, and choose Modified By.

Click the Select link again, click Modified On, and then click On. In the new pick-
list that appears, choose the Last X Days option.

In the text field that appears, enter 30.

.41 Mew Filter x|

File @ Help -

|l save @SaveAs iNew @ Edit Properties
Lookfor: [Cantact =) TMames e

& Details | ¥ Clear | [=] Group &MD o[ Group OR

» Modified B Equals Current User
~ Modified On Last¥ Days 30

Select

In the toolbar, click the Save button. A dialog box will appear, prompting you to
name this filter. Type Contacts modified by current user in the last 30 days.
Then click the OK button.

Click the Close button in the upper-right corner to close the window.
Click OK to close the Outlook Filter window.

On the ribbon, click the Go Offline button. Microsoft Dynamics CRM will run with
offline synchronization with this new filter in place. If you have modified contacts
you don't own in the last 30 days, you will see those contacts downloading in the
progress window.

CLEAN UP Go back online when you have finished this exercise.
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Key Points

Microsoft Dynamics CRM for Outlook provides integration between Outlook
and Microsoft Dynamics CRM.

Microsoft Dynamics CRM for Outlook is available in two versions: one for online
use only, and one with offline access so that you can work while disconnected
from the server.

Microsoft Dynamics CRM for Outlook performs a bi-directional synchronization
of tracked contacts, tasks, and appointments between Outlook and the Microsoft
Dynamics CRM server.

You can use the Add Contacts wizard to import contacts that already exist in
Outlook into Microsoft Dynamics CRM. The wizard also gives you the option to
automatically create new accounts and activities during the process. You can also
link imported contacts to existing Microsoft Dynamics CRM accounts by using the
Advanced option.

To create contacts, tasks, and appointments in Outlook that will appear in the
Microsoft Dynamics CRM database, simply click the Track button on the ribbon.

You can create and reply to email messages in Outlook and track those communi-
cations to the appropriate Microsoft Dynamics CRM records by clicking the Track
button.

Synchronized records follow a unique set of processing rules regarding deletion,
depending on their ownership, status, and other variables.

Microsoft Dynamics CRM for Outlook with Offline Access allows users to copy
data to a local database and work offline.

Synchronization filters define which records are synchronized to your Outlook file.
In offline mode, you can configure any record type that you want to access while
offline. For online-only use, Outlook synchronization filters define the records that
are synchronized to your Outlook file.

You can create new synchronization filters or modify synchronization filters according
to your needs.
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6 Working with Leads
and Opportunities

In this chapter, you will learn how to

Understand the difference between leads and opportunities.
Create a lead and track lead sources.

Qualify a lead.

Disqualify a lead.

Create an opportunity.

Use opportunities to forecast potential sales.

Close an opportunity.

Reopen an opportunity.

AL NI NI N N U S U

Convert an email activity to a lead.

By now, you should understand many of the basics of Microsoft Dynamics CRM and

how to navigate within the software. Microsoft Dynamics CRM includes three main

modules: Sales, Marketing, and Service. This chapter will take a deeper look at some

of the sales management capabilities in the software. As you would expect, the sales (
portion of Microsoft Dynamics CRM helps organizations track and manage revenue-
generating activities such as lead management, opportunity forecasting, and quotes.

In this chapter, you will learn how to work with leads and opportunities in Microsoft \
Dynamics CRM so that you can manage your organization’s sales data more efficiently.

129
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Practice Files The exercises in this chapter require only records created in earlier
chapters; none are supplied with the book’s practice files. For more information
about practice files, see “Using the Practice Files” at the beginning of this book.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Understanding Leads and Opportunities

Many CRM software systems use the terms lead and opportunity to describe different
types of sales records, but sometimes these expressions can cause confusion for new
users. Leads represent prospective customers that your sales representatives need to
qualify or disqualify. Depending on your organization’s sales and marketing processes,
leads can come from many different sources—website requests, purchased lists, trade
shows, or incoming phone calls, for example. Many organizations try to qualify or
disqualify lead records as quickly as possible to determine whether they represent
potential customers. Because lead records are not intended to be used for the long
term, leads use a flat data structure in which the data about an individual and his or
her company resides in a single record.
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/& Lead: Wathalee Steuber {sample] - Microsoft Dynamics CRM - Windaws Internet Explarer [= -2 )
L. http://crm201Lmainline dev.sonomapartners.local SBS20 LL/main.aspxletn=lead &extrags=_aridType%eIdd¥elietcedd4%26id%3d% 2571 IEDDEI03-D LCB-DF LL-0F4F-00 1S5DFA LB33%:257 \
48 Microsoft Dynamics CRM Mike Snyder @
lead | Add  Customize SBS2011 4
Esaveanew e = [l Sharing «
- @ # &K ¢ 5 8
X Delete [ Copy a Link
Save  Save & Qualify  Add to Marketing Connect Assign Run  Start  Run
Clos List £ “glEmailating  Workflow Dialog  Report »
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= (G it Trade Show Hat § Brendan Landers
Freferences
Related v General
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% Documents N
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City Saint 1anic hd
Status Open
@ Internet | Protected Mode: On v B0% v

Each organization defines its own lead qualification criteria, but typical qualifying
questions asked by businesses include:

e s the lead located in a geographic region that we sell to?

e Does the lead fit the financial profile of customers that we sell to?

e Does the lead have a need or desire for our products or services?
If you determine that the lead meets your sales criteria, you convert the lead to one or
more different types of records in Microsoft Dynamics CRM.

e Account

e Contact

e  Opportunity
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As you learned in Chapter 3, “Working with Accounts and Contacts,” accounts represent
businesses, and contacts represent people. By using accounts and contacts instead of
leads to track prospects and customers, you can model additional relationships within
Microsoft Dynamics CRM to capture the various people in each account.

Opportunities represent potential revenue-generating events for your organization. Most
organizations track data about a potential sales opportunity, such as estimated close date,
estimated revenue, sales representative, and sales stage. You link each opportunity to an
account or a contact, depending on how you want to track the potential customer. Because
a single customer might purchase multiple products or services from your organization, a
single customer record can be linked to multiple opportunities. Each potential sale can have
its own data about the sales opportunity, and you can even have different sales representa-
tives pursuing different opportunities for the same contact or account record. Likewise, as
you work with repeat customers over an extended period of time, you continue to create
multiple opportunities to represent new sales opportunities while preserving the historical
opportunity data.

Tip Use leads to track prospects that need to be qualified or disqualified. Use opportunities
to track potential sales to qualified prospects or existing customers. Not every organization

uses leads. For example, businesses and organizations that sell their products and services to
a small, defined customer base might not use lead records at all in Microsoft Dynamics CRM.

Creating a Lead and Tracking Lead Sources

Leads come from many different sources, depending on your sales and marketing processes.
Your corporate website might generate leads automatically, or marketing personnel might
import leads into Microsoft Dynamics CRM with a batch process. However, you can also
manually create lead records. When working with a lead, you can use Microsoft Dynamics
CRM activities such as tasks, phone calls, and email messages to track your inter-actions
with the lead during the qualification process. The type of data that you capture about
each lead depends on your business needs and any customizations your system includes,
but most organizations track the person’s name and address information.

See Also If you need to create many leads at the same time by importing a data file,
refer to Chapter 18, “Bulk Data Importing,” for more details on that process.
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Many organizations also want to capture the marketing source from which the lead origi-
nated. If your organization captures the lead source for each record, sales and marketing
managers can run reports to determine which lead-generation tactics are most effective.
For example, you might find that a lead source such as the trade show circuit generates a
large number of leads, but only a small percentage of them qualify as potential customers.
Meanwhile, another marketing tactic such as a website might generate a smaller number
of leads, but a high percentage of them qualify as potential customers. Understanding the
source of your leads will help your company make better decisions on where to invest in
future sales and marketing efforts.

In this exercise, you will create a lead to track a new prospect who found out about your
organization from a website.

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise.

1. In the application area, click Sales.

2. In the application area, click the arrow on the Leads link, and then click New on the
submenu that appears.

/& Leads: Open Leads - Microsoft Dynamics CRM - Windows Intermet Explorer

{E=3(E=h =
o ~|

@u o [ 4 repe//eim0 Limainlin. devsonomapanners.local SBS20 L L/main aspe ~[4] % |[l© 8ing

i Leads: Open Leads - Micrasoft Dynamics CRM M-

¢ Favorites B ~ [ d v Pagev Safetyv Tooksv @+ ~

241 Microsoft Dynamics CRM Mike Snyder @

B Marketing Lists
& competitors

All leads in current fiscal y...

Closed Leads

Leads: Influenced Deals ...

Leads: Ho campaign Activi..
Leads: Older Than & Mont..
My Connections

@ Qul I Campaigns
@ Goals

Goal Metrics WMy Open Leads

(2] Workplace Wathalee Steuber isample]

| Setti
] settings 1- 15 of 15 {1 selected)

&l Resource Center Al # A B C D E F & H

1

J

Follow-up phone cll for new prad... New

Hew store apened this year - fallo..  New
Interested in online anly store (sam... New
Gaad prospect (sample) New

Interested in our newer offerings is.. New

Storeis spanding - send new liter...  New

K L M N O P Q R

@ Products Lead to Disqualify - Mike Snyder New 10/27/2010 T:43 FM
oduc Leads Opened Last Week

"j Gl L ’ Hew Lead - Milce Snyder New 10/27/2010 737 PM
Leads Opened This Week

m Quotes Mailed an interest card back (samplel New 9/29/2010 :54 AM

s T u v

Customize SBS201L

= M S Activats rj E 2 S @ \;g [ share g "; lw

=l EBn % Delete . g"m ?‘/ jj =D [y Copyalink . U

New Merge  Detect  Qualify Send Direct Add to Marketing Connect Assign Run IH||)J|t Adyanced

Duplicates - E-mail List o i Email a Link . W oriflow Dsiea  Repok. Batas Find
Records Adtions Collaborate Proces Data

Sales o[ G- hd

- T e N 80 A Search for records
e BT e ‘
£ Opportunities | Topic | statusReason | Created On | &
= System Views
(2 Accounts g Test New 11/3/2010 8:29 Ph
8] contacts All Leads Sample Lead Conversion New 11/1/2010 9:08 P

10/31/2010 4:00 PM

9/29/2010 6:54 AM
9/29/2010 6:54 AWM
9/29/2010 6:54 AM
9/29/2010 6:54 AM

ey ay1 mats 1 2y 0 B | 4 [ o

& Rollup Queries Qpen Leads Some interest in our products (sam...  New 9/29/2010 5:54 AW
- Likes our praducts isamplel New 9/29/2010 6:54 AM

Recently Visited
Follow-up with information regard... New 9/29/2010 6:54 AW

9/29/2010 6:54 AM

i sal Mike Srycler

& e Mew store opened this year - follo...  New 9/28/2010 6:54 AM
Mike Srycler

(% Marketing

i service

Page 1

W oX Y z

Dane

€ Internet | Protected Mode: On

fa v H100% -

3. The New Lead form launches. In the Topic field, enter New Lead - Mike Snyder.
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D

. In the First Name field, enter Mike.

o

In the Last Name field, enter Snyder.

(2)}

. In the Company Name field, enter Sonoma Partners.

N

. Scroll down the form to the Details group. In the Lead Information section, click
the arrow in the Lead Source list. Select Web.

I ! 8. On the ribbon, click the Save and Close button.

SE;";SS"- Tip Your system administrator can customize the list values for the Lead Source field, in

addition to all of the other lead fields.

Qualifying a Lead

Leads represent potential customers that can be qualified or disqualified based on criteria
set by your organization. After you work with a lead record and determine whether or not
the potential customer fits your lead qualification criteria, you convert the lead. When you
convert the lead, you specify whether or not the lead is qualified or disqualified.

When you qualify the lead, you create one or more of the following record types: Account,
Contact, or Opportunity.

& | Convert Lead -- Webpage Dialog @
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Convert Lead
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Your business process should dictate which of the records to create. For example, if your
organization sells to businesses, you will probably want to create both an account and a
contact. If your organization sells to individual consumers, you might not want to create
an account. Likewise, you might not always create an opportunity when you qualify a lead.
You might determine that a lead fits your qualification criteria but that an immediate sales
opportunity does not exist.

In addition to creating a new opportunity, account, and contact all linked together, you
can also convert a lead to a new opportunity that will be linked to an existing customer
record in Microsoft Dynamics CRM. You might want to do this if a matching account or
contact already exists in your Microsoft Dynamics CRM database.

When you qualify a lead, you can select a check box to open the newly created records,
which will open the new account, contact, or opportunity records created during the lead
conversion process so that you can work with them right away, saving yourself a few clicks.

Tip Microsoft Dynamics CRM will populate data fields in the account, contact, and oppor-
tunity records you create from a qualified lead, based on the mapped data fields.

In this exercise, you will convert a lead as qualified and create a new account, contact,
and opportunity.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Mike Snyder lead you created in the previous exercise.

1. Open the Mike Snyder lead you created in the previous exercise.
2. On the ribbon, click the Qualify button. A new dialog box opens.
3. Select the check boxes next to Account, Contact, and Opportunity.
4. Select the Open newly created records check box.

5. Click OK.

Microsoft Dynamics CRM closes out the lead and creates three new records in new
windows.
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Disqualifying a Lead

Not every lead will meet your qualification criteria, so you will need to disqualify leads from
time to time. Disqualifying a lead does not delete the record from your system. Instead, it
deactivates the lead to indicate that no one needs to follow up with it. Likewise, converting
a lead as qualified does not delete the record; it deactivates the lead record and creates an
Account, Contact, or Opportunity record for further follow-up.

Tip Converting a lead to Qualified or Disqualified status does not delete the lead record;
rather, it deactivates the record so that it no longer appears in anyone’s active leads list.

When you disqualify a lead, you can select a reason to indicate why you decided to
disqualify the record. Again, your administrator can customize the disqualification

reasons, but the default values include Lost, Cannot Contact, No Longer Interested,
and Canceled.
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Just as recording a lead source provides valuable sales and marketing data, recording

a disqualification reason also provides data that you can analyze to optimize your sales
and marketing processes. Cross-referencing the lead source data with the disqualifica-
tion data can provide valuable insights. For example, you could discover that your sales
team disqualified 50 percent of the leads from a purchased list because of invalid contact
information. Sales and marketing managers can use this information to make educated
purchases of future lists, or perhaps stop purchasing lists altogether. To obtain this kind
of insight, each sales representative must accurately record the disqualification reasons.

In this exercise, you will create a lead and disqualify it.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. In the application area, click Sales.

2. In the application navigation pane, click the arrow on the Leads link, and then
click New on the submenu that appears. A blank lead record opens.

3. In the Topic field, enter Lead to Disqualify — Mike Snyder.
4. In the First Name field, enter Mike.

5. In the Last Name field, enter Snyder.

6. In the Company Name field, enter Sonoma Partners.

7. Scroll down the form to the Details group. In the Lead Information section, click
the arrow in the Lead Source list. Select Web.

I I 8. On the ribbon, click the Save button.
9.
Save

On the ribbon, click the Qualify button to open the Convert Lead dialog box.

10. Select Disqualify.
11. Click the arrow in the Status list, and select Cannot Contact.

12. Click OK to update the lead’s status to Disqualified and mark it inactive.
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Creating an Opportunity

Opportunities represent potential sales, and many organizations carefully monitor their
opportunity data to help them:

e Understand the sales pipeline.

e Evaluate the performance of individual sales representatives.

e Forecast future demand.
When you work with an opportunity, you can track all of the activities related to the

potential sale, such as tasks, phone calls, and email messages.

By default, you can track the potential customer’s name, estimated close date, estimated
revenue, probability, and rating for each sales opportunity. Many organizations customize
the opportunity form to track additional data about the potential sale, depending on the
products and services they provide.
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You can choose between two revenue settings for each opportunity: System Calculated
and User Provided. If you select System Calculated, Microsoft Dynamics CRM will auto-
matically calculate the estimated value of the opportunity by using a combination of
the products attached to the opportunity and the selected price list. If you select User
Provided, you can enter the dollar amount of the opportunity value directly into the


http://

Creating an Opportunity 139

Est. Revenue field. Setting up products and price lists in Microsoft Dynamics CRM
requires system administrator privileges, so the exercises in this chapter will utilize
the User Provided option for revenue.

See Also Your system administrator can enable and configure the product catalog in your
deployment. Refer to the Microsoft Dynamics CRM online help for additional information
on the specific configuration steps.

For the Est. Close Date field, enter the date when you expect to close the opportunity, either
as a win or as a loss. The Probability field allows you to enter a percentage to indicate your
confidence that you will win the opportunity. You can enter a whole number from 0 to 100
in the Probability field. For example, entering 50 in this field means that you're 50 percent
confident that you will win the opportunity. Rating is another measure of the opportunity.
The default values are Hot, Warm, and Cold. Some organizations use the Rating field to
indicate their perception of the customer’s interest, and other organizations use Rating
to record how interested they themselves are in pursuing the opportunity.

Tip Many organizations use the Microsoft Dynamics CRM workflow feature to automate
the Probability and Rating values based on their unique business rules. Creating and
designing workflow rules is beyond the scope of this book, but you can learn more
about it in Working with Microsoft Dynamics CRM 2011, by Mike Snyder and Jim Steger
(Microsoft Press, 2011).

Earlier in this chapter, you learned how to create an opportunity record by converting
a lead. You will also want to create opportunities for existing accounts and contacts,
so you also need to know how to create opportunities outside of the lead qualification
process.

In this exercise, you will create an opportunity for the Sonoma Partners account record
created in a previous chapter.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need
the Sonoma Partners account record you created in Chapter 3. If you cannot
locate the Sonoma Partners record in your system, you can use any account
for this exercise.

1. Navigate to the Accounts view and open the Sonoma Partners account record.

2. In the entity navigation pane, click Opportunities.
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3. On the ribbon, click the Add New Opportunity button. A blank opportunity
= record opens.

Acled Mew 4
Oppartunity °

In the Topic field, enter Sonoma Partners Sample Opportunity.

5. For the Revenue data field, select User Provided. The Est. Revenue field becomes
editable.

6. In the Est. Revenue field, enter 50,000.00.
7. In the Est. Close Date field, enter 12/31/2011.
8. In the Probability field, enter 50.
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9. On the ribbon, click the Save button.

Using Opportunities to Forecast Potential Sales

One of the main reasons that organizations track opportunities in Microsoft Dynamics
CRM is to allow managers and executives to forecast upcoming and future business.
As you saw in the previous section, you can record the potential customer’s name, the
products or services they're interested in purchasing, the estimated close date, estimated
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revenue, and probability for each opportunity. By using these data points, sales managers
can review the open opportunities to ensure that orders can be fulfilled and understand
which sales representatives are generating new sales pipelines.

Tip To record the sales representative pursuing the opportunity, assign the sales
representative as the owner of the opportunity record.

Microsoft Dynamics CRM includes several system views for opportunities, including:

e Opportunities closing next month.
e Opportunities opened last week.
e Opportunities opened this week.

You can use the Advanced Find tool to modify these views, or you can create new views
to analyze your opportunity information. Refer to Chapter 16, “Using Advanced Find,” for
more information about creating new views.

In addition to opportunity views, Microsoft Dynamics CRM provides additional reports,
charts, and dashboards that you can use to analyze your sales information, such as the
following:

e The Sales Activity dashboard

e The Sales Performance dashboard

e The Top Customers chart

e The Sales Leaderboard chart

e The Deals Won vs. Deals Lost chart

e The Sales Pipeline report

e The Lead Source Effectiveness report

e The Competitor Win Loss report

If none of these reports or analysis tools meet your needs, you can create new reports,
charts, and dashboards yourself. Refer to Chapter 13, “Working with Filters and Charts,”
for more information on charting capabilities; and refer to Chapter 14, “Using Dashboards,”
for information on how you can set up and create your own dashboards. Refer to Chapter 15,
“Using the Report Wizard,” for information about creating reports by using this feature.

Lastly, you can perform ad hoc opportunity reporting and forecasting by exporting your
opportunity data into Microsoft Excel. Chapter 17, “Reporting with Excel,” explains how
to create reports and perform analyses by using static and dynamic Excel worksheets.
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-

In this exercise, you will open the Sales Activity dashboard and then view the Sales

Pipeline chart.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. Your reports
will appear different than the images in this exercise, because your Microsoft
Dynamics CRM database contains different opportunities.

1. In the application area, click Workplace.

2. Under My Work in the application area, click Dashboards.

3. Click the arrow in the view selector and select Sales Activity Dashboard. The
dashboard will update to show various charts and lists related to sales activity
at your organization.
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4. In the application area, click Sales, and then click Opportunities.

143

5. If the chart is not already displayed, click the arrow at the top of the chart section

to display the chart.

6. Click the chart name to view a list of available charts, and select Sales Pipeline.
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Microsoft Dynamics CRM displays the sales pipeline chart. Note that the data displayed
in the chart varies depending on the selected view in the Opportunity grid.
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& Opportunities: Open Opportunities - Microsoft Dynamics CRM - Windows Intemet Explorer
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7. To update the chart, click the view name and select a different view, such as My

Open Opportunities.

See Also Refer to Chapter 13 for more information about how to use charts for more

detailed analysis and reporting.

Closing an Opportunity

After you work with a prospect or customer to determine whether he or she wants to

purchase from your organization, you close the opportunity record to indicate what the
customer decided. Closing an opportunity does not delete the record; Microsoft Dynamics
CRM just deactivates the record and updates its status so that it no longer appears in the
active opportunities list. A won opportunity is one in which the customer decided to pur-

chase from you, and a lost opportunity is one in which there was no purchase.
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A lost opportunity does not necessarily mean that the customer purchased from some-
one else. You might close the opportunity as lost if the customer canceled the purchase
decision or put it on indefinite hold. As with lead disqualification, your administrator can
customize the reasons for marking an opportunity as lost so that you can report this type
of data. Furthermore, if you lost the opportunity to a competitor, you can record which

competitor you lost to for reporting and analysis.

Tip As with all records in Microsoft Dynamics CRM, the software automatically logs date

and time stamps for changes to the opportunity record. If you ever need to find out when
someone closed an opportunity, you can access this information by navigating to the audit
history located in the entity navigation pane and then filtering on the Status field.

In this exercise, you will close an opportunity as won.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need

the Sonoma Partners Sample Opportunity record you created earlier in this
chapter. You can also perform this exercise with any other open opportunity

record in your system.

1. Open the Sonoma Partners Sample Opportunity record.
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Q
Close as
Wan

2. On the ribbon, click the Close as Won button.

The Close Opportunity dialog box appears, with a default status value of Won.
Microsoft Dynamics CRM automatically populates the Actual Revenue field with
the value from the Est. Revenue field from the opportunity. It also uses today's
date as the close date by default.

3. Click OK. Microsoft Dynamics CRM closes the opportunity and updates its status
as Won.

Tip To close an opportunity as lost, you would follow a similar procedure but would
start the process by clicking the Close As Lost button on the ribbon.

Reopening an Opportunity

The previous section mentioned that you could close an opportunity as lost if the customer
delays the purchase decision. If you later find out that the customer would like to reopen
discussions about the potential sale, you do not need to create a new opportunity record.
Instead, you can reopen the closed opportunity and use that record to continue tracking
the sale. When you reopen a closed opportunity, you can access all of the previously
created activity history and notes attached to the opportunity.

In this exercise, you will reopen a closed opportunity.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
Sonoma Partners Sample Opportunity record you closed in the previous exercise.

1. Navigate to the Opportunities view.
2. Click the View list and select Closed Opportunities.

3. Find the Sonoma Partners Sample Opportunity record and double-click it to open
the record.
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Reopening an Opportunity

/& Opportunity: Sonama Partners Sample Opportunity - Micrasaft Dynamics CRM - Windows Internet Explorer == E=R==]
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Notice that all of the fields in the opportunity are unavailable; you cannot edit any

of the values.

4. On the ribbon, click the Reopen Opportunity button.

Microsoft Dynamics CRM prompts you with a dialog box to confirm that you want

to reopen the opportunity.
5. Click OK.

Microsoft Dynamics CRM reopens the opportunity record so that you can edit its

data fields and continue working with the reco

rd.
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Converting an Email Activity to a Lead

Earlier in this chapter, you learned how to manually create a new lead. Another technique
that you can use to create a new lead is to convert an email activity into a lead. You might
want to do this if you receive an email message from a prospect that isn‘t currently recorded
in your Microsoft Dynamics CRM database.

Tip In addition to converting an email activity into a lead, you can also convert an
email activity into an opportunity or a case by using the Convert Activity button on
the email record.

In this exercise, you will create an email activity and convert it into a lead.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. On the ribbon, click the File tab. Then click New Activity and select E-mail to
launch a blank email form.

2. In the E-Mail Subject field, enter Sample Lead Conversion.
3. On the ribbon, click the Save button.
4. On the ribbon, click the Convert E-mail to Lead button.

The Convert E-Mail To Lead dialog box appears. You use this dialog box to enter
information about the lead, such as name, email address, and company. If you
want, you can also select the check boxes to open the new lead and close the
email form. Leave the default values selected.

& Convert E-mail to Lead -- Webpage Dialog @

[&] nittp://crma0 1 imaniine.dev sanomapartners.lacal/SBS201 LSnyder/Actn |

Convert E-mail to Lead
Specify the details of the new lead.

First Name
Last Hame
Company
E-mail Adldress

¥  Openthe new Lead

v Closethe e-mail form

R 9 Internet | Protected Mode: On
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b

In the First Name field, enter Jim.

o

In the Last Name field, enter Steger.

N

In the Company field, enter Sonoma Partners.
In the E-mail Address field, enter someone@example.com.
. Click OK.

Microsoft Dynamics CRM closes the email record and creates a new lead with the
values you entered.

©

Tip This exercise showed how to convert an email to a lead by using the web client.
Microsoft Dynamics CRM for Outlook also allows you to convert a Microsoft Outlook
email into a lead, case, or opportunity. You can access these features from the Convert
To button on the ribbon of a tracked email message.

Key Points

e Leads represent potential customers that sales representatives need to qualify or
disqualify. Opportunities represent revenue-generating events such as potential
sales linked to qualified prospects or existing customers.

e You can track activities such as tasks, phone calls, email messages, and appointments
related to leads and opportunities.

e You convert leads to mark them as qualified or disqualified.

e When you qualify a lead, you can choose to create Account, Contact, and Opportunity (
records that Microsoft Dynamics CRM will populate with data from the Lead record.

e When you disqualify a lead, you can choose a reason for the disqualification, which
will allow you to perform reporting and analysis in the future. \

e An opportunity includes data about the potential sale such as sales representative,
estimated close date, probability, and estimated revenue.

e Microsoft Dynamics CRM includes multiple sales reporting tools such as dashboards,
charts, views, out-of-the-box reports, and the ability to export to Excel.

e You close an opportunity as won or lost to indicate whether or not the customer
decided to purchase your products or services.

e You can reopen an opportunity after closing it.

e You can convert email activity records to create new leads, cases, and opportunities.


mailto:someone@example.com
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7 Using Marketing
Lists

In this chapter, you will learn how to

Create a static marketing list.

Add members to a list by using a lookup.

Add members to a list by using Advanced Find.

Remove members from a list by using Advanced Find.
Evaluate members included in a list by using Advanced Find.
Remove selected members from a list individually.

Create a dynamic marketing list.

Copy members to another marketing list.

Create opportunities from list members.

AN N VU N N N N N N N

Use mail merge to generate a Word document that includes list member information.

Organizations rely on effective communication with their customers and prospects.
Marketing is often described as a process by which an organization creates the com-
munication and mechanisms to convince customers to purchase its products or services.
Marketing typically uses numerous communication channels—direct mail, email, seminars,
on-site visits, outreach programs, and phone calls, for example—to communicate with
customers and prospects. Firms use lists of customers and prospects to articulate the
benefits of their products and services to their target audience. For example, a company

might send an email to all prospects within a city about an exciting promotion occurring (
at a local store. Or a firm might send a renewal notice to all customers whose contracts
expire in the next 30 days.

.
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Marketing professionals can use Microsoft Dynamics CRM to execute marketing strategies
and segment customer lists. Marketing lists are groups of accounts, contacts, and leads
that can be used in marketing campaigns and for various other business purposes. For
example, a sales representative can create a marketing list of her new accounts to quickly
send proposal letters and create new sales opportunities in Microsoft Dynamics CRM.

In this chapter, you will learn how to use Microsoft Dynamics CRM to create both a static
and a dynamic marketing list, manage list members, and create a mail merge document
that includes marketing list member data.

Practice Files There are no practice files for this chapter.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Creating a Static Marketing List

The true value of a customer relationship management system lies in the quality of its
data. Marketing lists provide a convenient mechanism for grouping account, contact,
and lead records. Before you add members to a list, you must first define the list itself.
By default, Microsoft Dynamics CRM requires you to enter a name for the list, choose

a marketing list type, and choose a member type. The marketing list type will either be
Static or Dynamic. The member type must be either Account, Contact, or Lead; each list
can have only one member type. Additional information can be captured, such as the
source, cost, and purpose of the list. You can also configure custom attributes to further
define your list.
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Creating a Static Marketing List

See Also Microsoft Dynamics CRM provides the ability to import marketing lists,

allowing you to quickly create multiple marketing lists by using a simple import wizard.

Although you can import using the wizard, you will still need to add members by using
the techniques described in this chapter. For more information on importing data into
Microsoft Dynamics CRM, see Chapter 18, "Bulk Data Importing.”

153

In this exercise, you will create a static marketing list of customer contacts who reside in

the state of lllinois.

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with

privileges to create marketing lists.

1. In the Marketing area, click Marketing Lists.

& Marketing Lists: My Active Marketing Lists - Microsoft Dynarnics CRM - Windows Internet Explorer

= R

@\) S L e p——
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. Run  Start n
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[ Accounts 1. Import 2. Run Campaigns 3. Manage
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ﬁ KIarkEnglses | 5 About Importing & About Campaighs & Apout Qualifying Members
[ campzions Cvamiew | ien & About Sharing & Assigning
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[ | name | Tyee | Marketing List Member Type | lastUsed On | Purpose @ <
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g
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g
195 New Contacts Dynamic Contact =
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(5 sales
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7| settings
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& Local intranet | Protected hMode: Off v ®umm v

2. Click the New button to open the Marketing List form.
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3. In the Name field, enter Illinois Contacts. In the Member Type field, choose
Contact. Leave the Type field as Static.

& Marketing List: llinais Contacts - Microsaft Dynamics CRM - Windows Internet Explorer o ===
48 Microsoft Dynamics CRM Jim Steger @
Marketing List | 4dd  Customize SBS201L o
u I Mgy save & hlew b g S, G Sharing - @ ’—“ 3%
1§ Deactivate e @' =D [ copya tink %
Save  Save & Manage Addto  Connect Assign Run  Start  Run
Close X Delete Members Campaign - ﬁg,mm\a[mk Workflow Dialog Report.
Save Adtions Collaborate Process Data
Information E;%;J Marketing List Marketing Lists v | 4| &
t General Illinois Contacts
Notes
~ General
Related . .
Name Iinois Contacts Member Type Contact
4 Common .
[E8 Marketing List Members Tyoe & o
() connections
Purpose
(A Audit Histary
Source Maodified On
4 Marketing ] [o]
(& campaians Currengy E8T Us Dallar =]
@ Quick Campaigns Cast & Last Used On v
4 Processes
Locked & Owiner® i
G Workflows &N O oVes & lennifer Fard =]
[Z]) pialog sessions Description
Description
Status Active
Done € Local intranet | Protected Mode: OFF v 0% v

Troubleshooting The type and member type cannot be changed after you save
the marketing list. If you want to market to both prospects and customers, you
should create multiple marketing lists.

Important The Locked attribute prevents anyone from adding members to or
removing them from your list. Leave this attribute set to No until you have added
the members you want to your list.

ﬂ 4. Click the Save and Close button.

Save &
Close
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Adding Members to a List by Using a Lookup

The primary purpose of a marketing list is to associate multiple list members for use in
one or more marketing campaigns. For example, you might want to have a list that con-
tains all prospects you plan to invite to a seminar and another that contains all preferred
customers. After you have saved a marketing list, you need to add list members to it.
Microsoft Dynamics CRM provides a few ways to add members to a marketing list. You
can add members individually or use Microsoft Dynamics CRM's Advanced Find feature
to add multiple list members who share a common interest or attribute.

Adding members individually by using a lookup is the most straightforward approach
to adding members to a list. Because you specifically select each member, you retain
the greatest level of control over your list. Furthermore, using a lookup allows you
to create a list of records that do not share common data, which is not the case with
Advanced Find. For instance, imagine you have a pre-existing group of registrants for
an upcoming seminar. You can create a new marketing list to track all the confirmed
registrants. After a customer confirms his or her registration for the event, you can
manually select the registrant’s contact record and add it as a member to your seminar’s
confirmation list.

In this exercise, you will add members to an existing marketing list one at a time by using
the standard lookup approach.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to add members to a marketing list.

1. In the Marketing area, click Marketing Lists.
2. Double-click the Illinois Contacts marketing list created in the previous section.

3. In the entity navigation pane, click Marketing List Members to add members to
the list.
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4. Click the Manage Members button to launch the Manage Members dialog box.
8

Manage Tip If you do not see the Manage Members button, check to make sure that you
Members have not locked the list. Locking a marketing list prevents any members from being
added or removed.

5. In the Manage Members dialog box, click Use Lookup to add members.

& Manage Members - Webpage Dialog ==
Manage Memhers

Select howe you want to find custormers to add or rernove as members of this
marketing list,

How do you want to find members?
@  Use Lookup to add members
Find members to add to marketing list,
" Use Advanced Find to add members
Find members to add based on search criteria,
(" Use Advanced Find to remove members
Find rembers to remove based on search criteria,

" Use Advanced Find to evaluate members

Evaluate which members ta keep in the marketing list based on
search criteria, Update the marketing list,

QK H Cancel

httpefferrr € Local intranet | Protected Mode: Off

6. Click OK to close the Manage Members dialog box.
The Look Up Records dialog box opens.

7. In the Look Up Records dialog box, the Look for field is automatically set to the
member type specified for the marketing list. Select one or more records and click
Add to add them to the Selected records list.
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&  Look Up Records -- Wiebpage Dialog @

Look Up Records

Selectthe 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 aptions, Repeat this process for different types of records,

Look for: | Contact [7] Show Only My Records
View: Contacts Lookup Yiew -
Search: |Search for records Fo
|| Full Name Parent Customer Address 1t City =
%] Adrian Dumitrascu (sample) Affordable Equipment (samp  Redmond -
8 Brain LaMee (sample) Advanced Components (sarm  Issaquah
%] CatFrancis (sample) Affordable Equiprment (sarmp  Duwvall
84 Cathan Cook {sample} Affordable Equipment {samp  Manrae
[ .| Darren Parker (sample) Best o Things {sample) Issaquah
{84 Eva Corets (sample) Designer Goads (sample) Issaquah
%] Forrest Chand (sample) Affordable Equipment (samp  Snohomish -
] »
1-15 of 15 (1 selected) L Page 1 |

Selected records:

!J Darren Parker (sample)
Add

[

| Properties H =

OK ” Cancel

httpi/fermSbetassbs2011/ controlsflookup/look @ Local intranet | Protected hode: Off

8. When you have finished selecting the records you want to add, click OK. The records
will be added to the marketing list, and the Look Up Records dialog box will close.

Adding Members to a List by Using Advanced Find

Most lists members have something that relates them to the other members in the list—
for example, a list might contain only those contacts who reside in the state of lllinois or
all accounts with a preferred customer status. The Advanced Find feature allows you to
easily search for records that share a specified attribute and add either all of them or a
selected set from the query results as members to your marketing list.

p

¢
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See Also For more information on searching for data with the Advanced Find feature, see
Chapter 16, "Using Advanced Find.”

In this exercise, you will add all active contacts with an Illinois address as members to the
lllinois Contacts marketing list created in the previous section.

Tip Microsoft Dynamics CRM will not add duplicate members to a list. If your query
results contain a record that already exists in the marketing list, Microsoft Dynamics
CRM will ignore the duplicate record.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to add members to a marketing list.

1. In the Marketing area, click Marketing Lists.
2. Double-click the Illinois Contacts marketing list created earlier in this chapter.

3. In the entity navigation pane, click Marketing List Members to view the members
of the list.

4. Click the Manage Members button to launch the Manage Members dialog box.
5. In the Manage Members dialog box, click Use Advanced Find to add members.

6. Click OK. In the Add Members dialog box, set your query to find contacts as shown
in the following screen shot.

& Manage Members - Webpage Dialog [E=3E=n |

File @ Help -
] naa Members
Use search criteria to find members to add to the marketing list.

Find

[T Edit Columns
Lookfor:  Contact v UseSaved Yiew: [new] -
[ Details | ¥ clear | [=] Group anp Jof Group oR

~ Address 1 State/Province  Equals L

~ Status Equals Active l:'

select

Important If your organization typically enters the full state name instead of an abbre-
viation or does not have any contact records with an IL address, enter a different state
or other criterion instead to ensure that results are returned in your search.
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Tip Save your Advanced Find query to quickly add additional member records in

the future.

7. Click Find. Verify that at least one contact is returned in the results. Then, below
the results view, click Add all the members returned by the search to the mar-

keting list.

Removing Members from a List by Using Advanced Find

& Manage Members - ‘Webpage Dialog

5l nga members

Use search criteria to find members to add to the marketing list.

oo =

(@ Help -

] | Full Mame
V]8] Jim Steger
)18 Patrick Steiner jsample)

1-20f 2 [L selected)

¢ Add only the selected members to the marketing list

Business Phane

555.0154

¥ Add all the members returned by the search to the marketing list

L]

Page 1

Add to Marketing List | | Back fo Guery

http:/¢crm2011mainline/SBS20L1/MA/Lists/ListQualificationDlg/dlg_query_build.aspxTnvokeType=lghddal € Local intranet | Protected Mode: Off

8. Click Add to Marketing List to add all of the contacts returned by the search to

the marketing list.

Removing Members from a List by Using

Advanced Find

Members added to a marketing list will remain on the list until you manually remove
them. As when you add members to a list, you can remove members individually or
use the Advanced Find feature to remove a group of members. Using an Advanced
Find query allows you to quickly remove multiple members based on common selec-

tion criteria.

o
<
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In this exercise, you will use an Advanced Find query to remove contacts that do not
have a city populated from your lllinois Contacts marketing list.

Important This action only removes records from the list. It does not delete the actual
records. To undo this change, you will need to re-add the members to your list.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to manage marketing lists.

1. In the Marketing area, click Marketing Lists.
2. Double-click the Illinois Contacts marketing list created earlier in this chapter.
. In the entity navigation pane, click Marketing List Members.

3
4. Click the Manage Members button to launch the Manage Members dialog box.
5. Click Use Advanced Find to remove members.

6

. Click OK. In the Remove Members dialog box, create a query that checks to see
whether the Address1:City field does not contain data.

# | Manage Members - Webpage Dialag =] -2 =)
Fie & Helpj~
SilRemove Members
Use search criteria ta find members to rerove frarm the marketing list,
Find
[TT] Edlit Calurmns
Look for:  Contact v UseSavedVie.. [new] -
% Hide Details | #Clear | [+] Group &ND Je[ Group OR
v Address : City Daes Mot Contain Data =
Select

7. Click Find to execute the search.

Important If your list does not return any contacts, use different search criteria
to ensure that your query returns at least one contact record in the results. If no
records are returned and you click the Remove From Marketing List button, you
will receive an error.
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8. Verify that at least one contact is returned in the results. Then, below the results view,
click Remove all the members returned by the search from the marketing list.

& Manage Members - Webpage Dialag

oo =

(@ Help ~

File

&
1 Remove Members

Use search criteria to find members to remove fram the marketing list,

| Full Name | Business Phane
[V] 4] Patrick Steiner fsample 555-0154

w

1-1of 1 (L selected) Page 1
" Remove only the selected members from the marketing list

' Remove all the members retumed by the search from the marketing list

‘ Remave from Marketing List ‘ | Biack to Guery

httpiiferrn201imainline/SBS201LMA Lists/ListQualificationDlg/dig_query_build, nvak

Type=lqRemavedilis € Local intranet | Protected Made: OfFF

9. Click Remove from Marketing List to remove all of the contacts returned by the
search from the marketing list.

Evaluating Members Included in a List by Using
Advanced Find

Just as you can add and remove multiple members to and from a list by using an Advanced (
Find query, you can also use this same technique to evaluate which members should be kept

on a list. The evaluation option provides you with the ability to easily update a marketing list
based on a query. This option does not add new members based on the results, but it does
remove any members from the list that don't match the search criteria. \
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For instance, let’s assume you have a list of all contacts who reside in the state of lllinois.
If some of the members added previously have moved and no longer live in lllinois, you
will need to remove them from the list manually.

In this exercise, you'll evaluate the marketing list members for the lllinois Contacts list to
ensure that only those contacts with an lllinois address are included in the list.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to manage marketing lists.

1. In the Marketing area, click Marketing Lists.

2. Double-click the Illinois Contacts marketing list created earlier in this chapter.

3. In the entity navigation pane, click Marketing List Members.

4. Click the Manage Members button to launch the Manage Members dialog box.

5

. In the Manage Members dialog box, click Use Advanced Find to evaluate
members.

6. Click OK. In the Evaluate Members and Update Marketing List dialog box, create
the same query used in a previous section to find all active contacts who reside in

Illinois.
£ Manage Members -- Webpage Dialog = e )

€2 Evaluate Members and Update Marketing List

Use search criteria to evaluate which members o keep in the marketing list.

Find

[TT] Edlit Columns
Look for:  Contact - Use Saved Vie..  [new] -
% Hide Details | *)Clear | [+] Group AND  Je[ Group OR

T Address 1: State/Province Equals L

Select

7. Click Find to execute your search.
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8. Verify that at least one contact is returned in the results. Then, below the results view,
click Keep all the members returned by the search from the marketing list.

& Manage Members - ‘Webpage Dialog

File

-
S Evaluate Members and Update Marketing List
Use search criteria to ewaluate which members to keep in the marketing list,

f=lfo =

@ Help +

] | Full Name Business Phone
[/]8] Adrian Dumitrascu [sample 555-0156
(71184 Jim Steger

(7] Patrick Steiner (sample) 555-0154

1-30f 3 [L selected)

" Keep only the selected members in the marketing list

" Keep all the members returned by search in the marketing list

L]

Page 1

Upiiste Marketing List | | Back to Query

hittpiffcrm201imainline/SBS2011/MALists/ListQualificationDla/dlg_query_build.aspxilnokeType=Iqkeep &Listld € Local intranet | Protected Mode: OFf

9. Click Update Marketing List to update the marketing list to remove any contacts

that do not meet the criteria specified in the Advanced Find results.

Removing Selected Members from a List

As mentioned previously, marketing list members are not updated dynamically in the same
way that lead, contact, and account records are updated in the system; members stay on
the list until you manually remove them. In addition to removing records by using the

options discussed earlier, with Microsoft Dynamics CRM, you can remove members from

a list individually by using the Remove From Marketing List command.

o
<
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In this exercise, you will remove individual members from your lllinois Contact list.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with

privileges to manage marketing lists.

1. In the Marketing area, click Marketing Lists.

. Double-click the Illinois Contacts marketing list created earlier in this chapter.

2
3. In the entity navigation pane, click Marketing List Members.
4

. Without opening the marketing list member record, select at least one member to

remove from the list.

B0 5. On the ribbon, click the Remove from Marketing List button.
ExFemove from

Marketing List

& Marketing List: llinais Contacts - Micrasaft Dynamics CRM - Windaws Internet Explarer o o)==
List Tools 44 Microsaft Dynamics CRM Jim Steger @
Marketing list  &dd  Customize | Marketing List Members SBS201L o

ﬁs g Create Opportunities (T8 copyaLink 7 @ = g% 521
e &, Remove from Marketing List ‘] E-mail a Link &‘5 Sl
Manage SetAsDefault  Run  Stat  Run  Export Marketing List
Members @Ammmmm,mm(mgmt View Workflow Dialog  Report- Members
Actions Collaborate Wiew Process Data
Remove from Marketing List
Informati ceting List
Remaie this member fram a hois Contacts

t GeMed  marketing list.
Nates

Marketing Lists v 4| &

Remaving the member will prevent
them fram being part of an:
Related | campaign activities this marketing
listis associated with,
4 G TR AISteger
B Marketing st Menbers ||| 3 pagrck steiner Gample) 5550154
()| connections

2 Audit History

=ting List Mermbers: Contact Associated View ~

ame | Business Phone

A confirmation page appears.

Search for records p

El
®

6. In the Remove Members dialog box, click OK to remove the selected member

from the list.

Important This action permanently removes the member from the list. If you want to

undo the change, you will need to re-add the member to your list.
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Creating a Dynamic Marketing List

%

Copy To
Static

i

Save

You can also create a marketing list whose membership is based on a query. The market-
ing list members would therefore be dynamically generated, based on the most recent
set of results of that query. The ability to define your members based on the latest data
means that you don't have to worry about explicitly managing the member list yourself.
This approach can be useful for lists such as all contacts that live in a certain territory, all
contacts who haven't ordered a product or service in the last six months, and similar lists.

In this exercise, you will create a dynamic marketing list of all the current customer contacts
who still reside in the state of lllinois.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to create marketing lists.

1. In the Marketing area, click Marketing Lists.
2. Click the New button.

3. In the Name field, enter Current Illinois Contacts. In the Member Type field,
choose Contact. Change the Type field to Dynamic.

Troubleshooting The type cannot be changed after you save the marketing list. If
you want to change a dynamic marketing list to a static one, you can easily do so by
clicking the Copy To Static button on the ribbon.

Important The Locked attribute does not apply to dynamic marketing lists.

4. Click the Save button. An alert appears at the top of the marketing list, indicating
that the marketing list members are dynamically selected.
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@ Marketing List: Current Tlinois Contacts - Microsoft Dynamics CRM - Windows Internet Explarer [ =][=]
44 Microsoft Dynamics CRM Jimsteger @
Marketing List | 4dd  Customize SES2011 o
| I I save & Mew ’—] E g @. S, koA Sharing - O g
244 Deactivate . B i copyaLink
Save  Save & Manage ComyTo Addto  Connert Assign Run  Stat  Run
Close % Delete Members Static  Campaign - ’ﬁg,maualmk ‘workflow Dialog  Report-
Save Actions Collaborate Process Data
Information Marketing List Marketing Lists = | & | |
t General ~ Current Illinois Contacts o
Notes
@ This marketing list is based an 3 query and the members of this marketing listwill change dynamically,
Related -
~ General
4 Common - N—
BB Marketing List Mmbers ame Current llinois Contacts ember Type Contact
@(D""Em“"‘ Type ™ € Static {5 Dynamic
A Audit History
. Purpase Keeps an up-to-date list of contats living in Minois
4 Marketing
B campsigns Source Modified On 1072172010 BB | 12:05 P [
& Quick Campaians Curtengy &1 15 Dollar 3@
4 Processes
cost Last Used On v
G wiarkflows Is D)
Dialog Sessions Lacked & No Cves Onuner * 8 Jim steger =
Description
Description
Status Active
e o z o
T - Ta el

5. On the ribbon, click the Manage Members button.

The Manage Members dialog box opens, allowing you to create the query to
determine the list members.

6. In the Manage Members dialog box, create the active Illinois contact query as
shown in the following screen shot.

2 | Manage Members -- Webpage Dialog
@ Help|+
Find
[TT] Eclit Columns
Look for:  Contact v UseSavedVie.. [new] -
[ Hide Details | #7) Clear | [%] Group AMD Jo[ Group OR
v Addrest I: State/Province  Eguals L
v Smtus Equals Active L]
Select
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7. Click the Find button to examine the results of your query.

£ Manage Members - Webpage Dilog (E=8 Bl =3

(@) Help ~

File

n

| FullName Business Phane
8 Marco Tanara tsample) 555-0192
8 Patrick Steiner (sample) 555-0154

8. Click the Use Query button to associate the query to the dynamic marketing list.
The Marketing List Members view will display the most recent results of the query.

Copying Members to Another Marketing List

You might sometimes want to quickly copy list members from one list to another. For
example, let’s assume that you have a list of leads who confirmed that they would attend
your recent sales event. You decide to lock this particular list to ensure that you have a
history of the individuals who responded prior to the event. However, you need to create
another list of prospects who actually attended the event, so that your sales team can
follow up with them. This new list of attendees will contain many of the same members
as the RSVP list, but it will also contain some individuals who did not confirm ahead of
time, and it will exclude those prospects who registered but did not attend the event.
Microsoft Dynamics CRM provides a simple mechanism to copy marketing list members
from one list to another.

In this exercise, you will copy the Illinois Contacts marketing list created earlier in this
chapter to a new marketing list called lllinois Seminar Invites.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to manage marketing lists.

1. In the Marketing area, click Marketing Lists.

2. Double-click the lllinois Contacts marketing list created earlier in this chapter.
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3. In the entity navigation pane, click Marketing List Members to view the members
of the list.

Tip Microsoft Dynamics CRM limits your selection to the maximum number of records
displayed in the view. For information about changing the number of records returned
per page, see Chapter 2, “"Getting Around in Microsoft Dynamics CRM.”

4. Without opening a list member record, select at least one member to copy to your
new list.

G| add to Anather 5. In the ribbon’s Actions group, click the Add to Another Marketing List button.
Marketing List

& Marketing List: linais Contacts - Microsaft Dynamics CRM - Windows Internet Explorer o -2 )
List Tools 48 Microsoft Dynamics CRM Jim Steger @
Matketing List  Add  Customize | Marketing List Members SBS2011 o
_3 [ Create Opportunities [ Copy aLink @ i% '===|
= B, Remove fram Marketing List o] E-mail a Link ol $ix
Manage SetAsDefault  Run  Start RUn  Export Marketing List
Memmbers @AddtoAnotherMarketmgUst View ‘Workflow Dialog  Report« Members
Ations Collaborate e Process Data
Add to Another Marketing List
Informatis ceting List Marketing Lists v 4 &
Aadd a marketing list member to i
t GeNer  another marketing list. lois Contacts
Notes
&5 Marketing List Members: Contact Associated View ~ Search for recards yel
Related | Full Name | Business Phone 2
4 Common (V]85 Jim Steger
g Marketin List Members (V] 8 Patrick Steiner sample 555-0154
(8 connections
& sudit History

6. In the Look Up Record dialog box, the Look for field will automatically be set to
Marketing List and will display any available static marketing lists with the same
member type. At the bottom of the Look Up Record dialog box, click New to
create a new marketing list.

Tip Microsoft Dynamics CRM only displays static marketing lists, because the members
of dynamic marketing lists are derived from a query.

7. In the New Marketing List form, in the Name field, enter Illinois Seminar Invites. In
the Member Type field, choose Contact. Leave the Type field as Static.

8. Click the Save and Close button to create the marketing list.

The Look Up Record dialog box now displays the lllinois Seminar Invites marketing list.
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&  Look Up Record - Webpage Dialog @
Look Up Record
Enteryour search criteria and click Search to find matching records, Filter your results and view different colurmns of data
by using the View options, Then, select the record you want and click OK,
Look for: | Marketing List [7] Show Only My Records
View: Basic Marketing Lists -
Search: | lllingis Serninar Invites x
Nare Type Furpose | Marketing List M... 2
v ﬂ linois Serninar Inwites Static Contact
1-10f1 (1 selected) Page 1 |
Properties ‘ | =
0K ” Cancel H
httpi/fermSbetassbs2011/ controlsflookup/look € Local intranet | Protected hode: Off

9. Select the lllinois Seminar Invites marketing list, and then click OK to add the selected
members to the new list.

Creating Opportunities from List Members

Microsoft Dynamics CRM also allows you to easily create new opportunities directly from

the members grid of a marketing list that has account or contact members. You can select

up to the number of records displayed in the grid, but each opportunity created with this
approach will have the same entered values (such as New Opportunity for the Opportunity (
Topic field). For lists that contain lead members, you can convert leads to opportunities by

using the Convert Lead action.

In the example from earlier in this chapter, a marketing manager could use this feature to \
create opportunities for the sales team to track each prospect that attended the sales event.
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In this exercise, you will create new opportunities for selected members of a marketing list.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to create opportunities.

1. In the Marketing area, click Marketing Lists.

2. Double-click the lllinois Seminar Invites marketing list created in the previous
section.

3. In the entity navigation pane, click Marketing List Members.

4. In the grid, manually select the individual members for which you will create new
opportunities.

. , . . oys
g Create 5. In the ribbon’s Actions group, click the Create Opportunities button.
Opportunities
& Marketing List: Iinais Seminar Invites - Microsoft Dynamics CRM - Windows Intemet Explorer =N =R
List Taals i Microsoft Dynamics CRM Jim Steger @
Marketing List  Add Customize | Marketing List Members SBS201L 4
g3 Create Oppartunities [ copy aLink - @ = ig 'Iﬂ
‘;3 @, Remave fram Marketing List ] E-mail a Link A E)_EP B
Manage SetasDefault  Run  Stat  Run ExportMarketing List
Members G add to Another Marketing List View Wiorkflow Dialog  Report~ Members
Actions Collaborate View Pracess Data
Create Opportunities
Informatis et e ceting List Marketing Lists v &8
reate an opportunity for a - B g
t GENER 1o eting list member, \ois Seminar Invites
MNotes
& Marketing List Members: Contact Associated View ~ Search for records s
B ] | Full Name | Business Phone 2
4 Common ]85 cat Francis (sample) 5550178
8 Marketing List Members [V] 8 Darren Parker 5550156
()| connections
& Audit History

Tip The Create Opportunities ribbon button will be available only for lists that contain
account or contact members. For lists that contain lead members, the ribbon will display
the Qualify button and will make the Create Opportunities button unavailable.
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Creating Opportunities from List Members

In the Create Opportunity for Marketing List Members dialog box, complete a
required fields.

& Microsoft Dynamics CRM - Webpage Dialog ===
Create Opportunity for Marketing List Members

Fill aut this farm to create new oppartunities for the members you selected in the marketing list, To add this oppartunity 35 a new oppartunity in each member's record, click Create.

v General

Topic* Mew apportunity

Patential Custorer * ]

Description

Forecast Information

Revenue @ Systemn Calculated ¢ User Provided

Est, Revenue Prabability ()

Est, Close Date \Ev Rating arm -
Currency * &4 S Dollar 'Q

~ LineItems

Price List ‘A

™ | Essting Product | rite-Tn Product | Price Perlnit | Quantity [ Extended Amount |

0-0 0 1 (0 selected) Page1 |
Discaunt (%) Praduct Totals

hittpi/fcrmSbeta/sbs2011¢_gridfcmds/dlg_createapportunity.sspxiObjType=2&iParentType=undefined tiTotal= € Local intranet | Protected Made: Off

Click Create to create opportunities for all selected contacts.

Tip Just as when you use the edit multiple records tool, all values entered in the Create

171

Opportunity For Marketing List Members dialog box will be the same across all the newly

created opportunities. The Potential Customer field will automatically populate with
each account or contact selected in the marketing list.
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Using Mail Merge to Generate a Word Document That
Includes List Member Information

Marketing and service organizations often utilize direct mail as a critical communication
strategy with their customers and prospects. They might send a special offer letter to all
prospects, encouraging them to purchase a product; or they might distribute a customer
service notification to all existing customers. The mail merge capabilities of Microsoft
Dynamics CRM provide a convenient way to quickly generate these documents with
personalized data directly from a marketing list.

In this exercise, you will create a mail merge letter with data from a marketing list.

Important To complete this exercise, you must have access to the Reconnect With
Contacts template for Microsoft Word that is included in every Microsoft Dynamics
CRM installation. To verify that you have access to this template, in the Settings area,
click Templates, and then click Mail Merge Templates. Change the view to Active Mail
Merge Templates, and check to see if the Reconnect With Contacts template appears
in the list. If the template does not appear, you can select another template or contact
your system administrator.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need a
user account that has the Marketing Manager security role or another role with
privileges to manage marketing lists and mail merge templates.

1. In the Marketing area, click Marketing Lists.

2. Double-click the Illinois Seminar Invites marketing list created earlier in this

chapter.
3. On the ribbon, click the Add tab, and then click the Mail Merge on List Members
Pl Merge on button.
List MEMBErs] 4. n the Microsoft Dynamics CRM Mail Merge for Microsoft Office Word dialog
box, select Letter for the mail merge type. Then choose Organization mail merge

template, and click the now-available Look Up button.
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& | Microsoft Dynamics CRM Mail Merge for Microsoft Office Yord -- Webpage Dialog ﬂ

Microsoft Dynamics CRM Mail Merge for Microsoft Office Word
Select the options for this mail merge.

Select the mail merge type:

Letter j

Start with a:
" Blank document

*  organization mail merge template o)

" Personal mail merge template I_a

Select data fields:
To select the data fields to use with this mail merge, click Data Fields,

Data Fields

httpi/ferm2011mainline/SBS2011/_gr €5 Lacal intranet | Protected Mode: Off

In the Look Up Records dialog box that opens, displaying the available mail merge
templates, select the Reconnect with Contacts template, and then click OK.

Tip Microsoft Dynamics CRM includes numerous mail merge templates. You can edit
these templates or create your own.

Back in the Microsoft Dynamics CRM Mail Merge for Microsoft Office Word
dialog box, click OK.

In the File Download dialog box, click Open to view the file in Word. If you want,
you can click Save instead to save the mail merge to your computer.

Important The next steps assume that you are using Word 2007 or Word 2010 and
have the Microsoft Dynamics CRM for Outlook client installed. The CRM button on
the Add-Ins tab will appear only if the Microsoft Dynamics CRM for Outlook client is
installed on your computer.

In Word, click the Add-Ins tab, and then click the CRM button.

U~ Wail_terge_6801[1] [Compatibility Mode] - Microsoft Ward = & R

Horme Insert Page Layout  References Mailings Review  Wiew | AddIn: o @

Toolbar Commands
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9. The Mail Merge Recipients dialog box opens. This lists all of the recipients that
will be used in your mail merge. Click OK to include all of the recipients.

Mail hMerge Recipients (7] %]

This s the list of recipients that will be used in your merge, Use the options below to add to or change your list. Use the
checkboxes to add or remove recipients from the merge. When your list is ready, dick OK.

l_ Last_Mamme w | First_Mame w | Home_Phone w | Business_Phone w | Ce
( . |7 Francis (satmple) 5-0178 18]
CivUsers.. |7 Parker Diatren 555-0156 H:

1l |

3
Data Source Refine recipient list
CiUsersiconnie\appDatalLoc: - 'él, Sort..,
% Eind duplicates...

&

Eind recipient...

| validate addresses...
Edit... Refresh

]

10. At this point, you can update the text of the letter and add information. After you
have completed your edits, click Next: Preview your letters in the Mail Merge pane.

11. Preview the final information for each recipient and update the recipient list as
necessary. Then click Next: Complete the merge when you are finished.

12. In the final step, you can print the resulting letters or edit each individual letter.

W9 3= Mail_Merge_133[1] [Compatibilite Mode] - Microsoft Waord o B %
Home  Insert  Pagelayout  Refersnces | Mailings | Review  Wiew  AdeIns @
Y p— = = =P Rules = o H 42 [ P
T =] 4 7 ,j ,j —,j ,c.j = =
= = o 4 =| = = i , e
— Q E’ &= <4y Mateh Fields 423 Find Recipient g
Envelopes Labels | StartMall  Select i Highlight Address Gresting Insert Merge Preview Finish &
erge = Recipients ~ Recipient List | Merge Fields Block Line Fieldw 2] Update Labels | |Results| 57 Auto Check for Erers | perge -
Create Stark Mail Merge rite & Insert Fields Freview Results Finish
= - X
7y Mail Merge
-
Complete the merge
Mail Merge is ready to produce
your letters,
To personalize your letters, cick
"Edit Individual Letters," This wil
open & new document with your
Jim Steger

merged letters. To make changes
toal the letters, switch back to
the original documert.

Sonoma Partners

October 21, 2010 Merge

g print...

2y Edit individual letters. ..

Darren Patrler

Dear Datren Parker,

We have not heard from wou for a while. Twanted to check in and make sure that you are
stil having a great experience using our product(s). Iwill contact you next week to get

your feedback on the product(s) you are currently using and to give you details about our
upcoming products.

Sincerely,

Jim Steger

Step6of 6

“wowd

1 [
Pagei 1oL | wordsi69 | < |

4 Previous: Preview your letkers
i 4

\@Eﬁaéz 200% (=) L} (=)



http://

Key Points 175

Key Points

Marketing lists provide a convenient way to group accounts, contacts, or leads for
use in marketing or outreach campaigns. Marketing lists can help you keep track of
key customers, prospects invited to an event, all companies located in a particular
geographic region, and more.

Microsoft Dynamics CRM restricts marketing lists members to accounts, contacts,
or leads.

Because attributes can vary between accounts, contacts, and leads, each marketing
list can contain only one member type. If you want to send a letter to both customers
and prospects, you will need to create multiple lists.

You must manually keep your marketing list members current for static marketing lists.

Dynamic marketing lists membership will be based on the most recent results of
the query associated with the list.

You can easily copy the current members of a dynamic marketing list to a static
marketing list by using the Copy To Static functionality.

For static marketing lists, you can add, remove, or update members from a list by
using an Advanced Find query.

Locking a static marketing list prevents members from being added to or removed
from the list.

You can use the members of a marketing list to quickly create opportunities or
targeted distribution lists for mail merge documents.
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8 Managing
Campaigns and
Quick Campaigns

In this chapter, you will learn how to
Create a campaign.

Add planning activities.

Select target marketing lists.

Add target products and sales literature.
Relate campaigns.

Create campaign templates.

Copy campaign records.

AN VU NI N N N N

Use quick campaigns.

In Chapter 7, “Using Marketing Lists,” you learned how to use marketing lists to group
your customers and prospects into lists. However, marketing lists make up just a small
piece of a marketing strategy. After you've defined your customer or prospect groups,
you can use marketing campaigns in Microsoft Dynamics CRM to communicate with
each group and track the responses.

See Also Chapter 9, “Working with Campaign Activities and Responses,” discusses how
to execute a campaign and track the results with campaign activities and responses, and
covers several reports to measure campaign performance, compare campaigns, and track
campaign activities.

177
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Chapter 8 Managing Campaigns and Quick Campaigns

A marketing campaign is a series of activities intended to increase awareness of your
company, products, or services. As any marketer knows, a properly executed marketing
campaign requires coordination of many parties, literature, and tasks. Microsoft Dynamics
CRM provides a convenient way to manage marketing campaigns and their associated
activities, tasks, and information.

For instance, suppose you want to launch a new customer loyalty program. This program
will reward customers for repeat purchases of your product and entitle them to special
discounts and promotions. To initiate the campaign, you plan to send a welcome letter
and follow-up email to all qualifying customers, informing them of the program. Some
of your activities might include:

e Determining the anticipated costs and expected results of the campaign.
e (Creating and approving the copy for the welcome letter and email message.
e Defining customers to be included in the loyalty program.

e Coordinating the graphics and delivery of the letters and email messages with
vendors or your IT staff.

e Actually sending the campaign-related content to your customers.
e Tracking the responses for follow-up activities and analysis.

In this chapter, you will learn how to create a campaign and then associate planning
activities, customer lists, products, and sales literature to it. In addition, you will create
campaign templates that can be reused in future campaigns. Finally, you will learn how
to use the Quick Campaign Wizard in Microsoft Dynamics CRM to quickly create cam-
paign activities for a selected set of leads, contacts, or accounts.

Important There are no practice files for this chapter.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.
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Creating a Campaign

Microsoft Dynamics CRM allows you to track marketing or outreach program infor-
mation on a campaign record. You can track the offer, type, schedule, and financial
information about the campaign. For instance, you might have a campaign that coordi-
nates the advertising activities planned for the launch of a new product.

By default, the fields described in the following table are tracked on campaigns and
campaign templates in Microsoft Dynamics CRM.

Field

Description

Name

This field contains the title of the campaign.

Status Reason

This denotes the status of the campaign for reporting purposes.
The default statuses are Proposed, Ready To Launch, Launched,
Completed, Canceled, and Suspended.

Campaign Code

This can be either a user-entered or system-generated code for the
campaign.

Campaign Type

This provides a category for the campaign, such as Advertisement,
Direct Marketing, Event, or Co-branding. This field is useful in
reporting.

Expected Response

This allows you to record the expected response for a campaign as a
percentage from 0 to 100.

Total Cost of
Campaign Activities

In this field, Microsoft Dynamics CRM automatically totals the costs
of all campaign activities.

Miscellaneous Costs

This field records miscellaneous costs associated with the campaign.

Total Cost of
Campaign

This field contains the sum of the total cost of campaign activities
and miscellaneous costs.

In this exercise, you will create the campaign record that will be used to coordinate the
advertising activities of your new product launch.

r’
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SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise.

1. In the Marketing area, click Campaigns.

‘& Campaigns: My Campaigns - Microsoft Dynamics CRM - Windows Internet Explorer == R ==
@Uv [ it bitps//crm201 T msinline VW Steger/main.sspie ~[ 4] x| [= 5ing o~
N . S »
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= 1] Activate r S share 5 - [x¥ Export to Excel
= T 58, @ 82w #
s Deactivate |2 ¥ (3 copyalink « ~ & 7 Filker
Mew _ Mew  Edit Connect Assign Fun Sttt Run  Import Advanced
Template X Delete - @ Emailatink . workflow Dislog  Reparty Data~ Find
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15 Accounts 1. Import 2. Use 3. Modify & Manage
&4 contects L + Import from Files & About Marketing Lists + Create Custam Views
':ﬁ Claelog i ] & About Imparting & About Campaigns 4 SetUp Duplicate Detection
b Campaians Ouenize | Widen & About Sharing & Assigning + Customize Campaigns
@ Products
[E] sales Literature @
ZB Quick campaigns Campaigns: My Campaigns ~ L
] | Mame | Template | StatusReason | Created On | 2l <
[][# ad campaign template [sample] Mo Proposed 11/14/2010 £:39.., il
ACIER chanity eventisample) Ho Proposed 11/14/2010 6:39... =4
5
A1[#  co-branding with large retailer (sample] Mo Proposed 11/14/2010 §:39.. 5
[7][# Direct marketing template [sample] Ha Propased 1171472010 6:39... z
[C1[#  Event campaign template (sample) Ho Prapased 1171472010 6:33.. S
> =
[7][# Mew ad campaign(sample] Mo Proposed 11/14/2010 £:39.., ]
(] workplace ][ Mews customer loyatty program (sample) Ho Propased 11/14/2010 6:39.., g
B Sales [T][# Product launch campaign [sample] Ho Propased 11/14/2010 6:39... g
H
[Z Marketing T
(B service
Z| Settings
] . 1-6af 6 (0 selected) Page 1
£ Resource Center al # m» B C D E F G H I 1 K L M N 0O P G R S T U % W x ¥ Z
Done € Local intranet | Protected Mode: Off v H0% ~

—= 2. On the ribbon, click the New button.
—= The New Campaign form opens.
P e

3. In the Name field, enter New Product Advertising. Leave the default values in the
Status Reason, Campaign Type, and Expected Response fields. Finally, in the Offer
field, enter This is my new product advertising campaign.

Tip The campaign code will be completed automatically by Microsoft Dynamics
CRM if you do not enter a value. The campaign code cannot be changed after you
save the record.
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| I 4. Click the Save button to create the campaign.

/& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Intemet Explorer =] -2 23]

Save -
44 Microsoft Dynamics CRM Jim Steger @
Campaign Add Customize SBS2011 o

g save & New = [ Sharing - =
H 254 Deactivate @ @ % g [FH Copy a Link @ @ ig

Save  Sawe & Copyas  Copwas  Connect Assign Run  Start  Run
Close X Delete Campaign Template - ﬁg,mau alink Warkflow Dialog  Reporte
Sae Adtions Collaborate Process Data
Information E_g Campaign Campaigns - #|e
General ~ New Product Advertising
Financials
Administration ~ General =
Hotes
Mame * Hews Product Advertising Status Reasan Propased -
Related Campaign Code [ Campaign Type Advertisement -
4 Common Currency ® 2 1S Dollar =
W Planning Activities
ﬁ Campalgn Activities F;(,;’mw Responie 100 Price List =
W} Campaign Respanses o
et i
) Connections This 15 my new product advertising campaign,
A Audit Histary
4 Sales Schedule
3 Target Products
Froposed Begin Date +|  Actual Begin Date -
[E] sales Litersture i i =2 i =D
Froposed End Date Actual End Date
4 Marketing B = =D
] Target Marketing Lists Description
|58 Related Campaigns
Description
4 Processes
G workflows
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Status Active
€L Local intranet | Protected Mode: OFf Sh v 0% v

Adding Planning Activities

For each campaign, you can track the to-do list of activities that need to be completed
to execute the campaign. These activities might include:

e Contacting your direct mail vendor.
e (Creating and approving copy.

e (Creating a target list.

e Printing literature.

e Approving the offer.

o
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With Microsoft Dynamics CRM, you can manage these activities by using the planning

activities area of a campaign. Planning activities are Microsoft Dynamics CRM activities
that are associated with a campaign.

In this exercise, you will create a planning activity task to approve the offer for the new
product advertising campaign created in the previous section.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. In the Marketing area, click Campaigns.

2. Open the New Product Advertising campaign you created in the previous exercise,
if it is not already open.

3. In the entity navigation pane, click Planning Activities.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Internet Explorer [ -=- =]
List Tools 44 Microsoft Dynamics CRM Jim Steger @
Campaign  Add  Customize | Activities WWSteger o
ease . K Delete Activity ?J Sl conrect . [ishare
4 = %o : , T, © 8 s
(3 Bulk Delete : 7 Add to Queue i Copya Link 2
Add New Add Existing  Edit Include Assign Filter Chart  Run St  Run  Export
Kottty ety E activities 5] E-mail a Link Pane. Workflow Dialog  Report Activities
Records Actions Collaborate Current View  View Process Data
Information E‘;J Carmpaigh Campaigns ~||®
General New Product Advertising
Financials
Administration -2} Planning Activities: Open Activity Associated View ~ Search for recards ¥l
Notes =
| subject | activity Type | activity status | Priority | Due Date | cres
Related
4 Common
W Flanning Activities

T 4. On the ribbon, click the Add New Activity button, and then click Task on the
ﬁ submenu.

iﬁ?ﬂ'{g‘f 5. In the Subject field, enter Approve Offer. In the Due field, enter a date two

weeks from today. In the Duration and Priority fields, leave the default values
of 30 minutes and Normal selected.
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6. Click the Save and Close button to create the planning task.

See Also For more information about working with activities, see Chapter 4, “Working
with Activities and Notes.”

Selecting Target Marketing Lists

You can use marketing lists to group accounts, contacts, and leads in Microsoft Dynamics
CRM and then associate one or more of the lists with each campaign.

Marketing lists link your customers or prospects to your campaign, which is critical
when working with and distributing campaign activities. Campaign activities are special
activities—such as letters, faxes, and phone calls—within Microsoft Dynamics CRM that
are created and associated with campaigns. Campaign activities contain campaign-
specific information and must be distributed to create the individual activities for users

to perform.

See Also For more information about working with campaign activities, see Chapter 9.

.
.
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In this exercise, you will add the lllinois Contacts marketing list from Chapter 7 to the
New Product Advertising campaign.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
lllinois Contacts marketing list you created in Chapter 7. If you cannot locate
the lllinois Contacts marketing list in your system, select a different marketing list
for this exercise. You must have at least one marketing list available to associate
with the campaign.

1. In the Marketing area, click Campaigns.

2. Open the New Product Advertising campaign record you created in the previous
exercise, if it is not already open.

3. In the entity navigation pane, click Target Marketing Lists.

—= 4. On the ribbon, click the Add Existing Marketing List button.

= The Look Up Records dialog box opens. The Look For field is automatically set to
Add Existi ; ;
MarkEt:i(rl'lsgl[}?t Marketing List.

5. Look for the lllinois Contacts list created in Chapter 7, or select another marketing
list to add to your campaign. After you select your marketing lists, click the Add
button.

&  Look Lp Records -- Wehpage Dialog =]
Look Up Records

Select the type of recard you want to find and enter your search criteria. Filter your results and view different
columns of data by using the “iew options, Repeat this process far different types of recards.

Look for: | Marketing List D Show Only My Records
View: Marketing List Lonkup Wiew -
search: | lllinois Contacts x
| name | Type | Purpose | Marketing List .. | =]
[V]$%] Ulinois Contacts  Static Contact
1-1aof 111 selected)] Page 1

Selected records:

] Minois Contacts

httpi/fcrm2ilimainline/SB52011/ _cc € Local intranet | Protected Mode: Off
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Tip You can create a new marketing list directly from the Look Up Records dialog
box by clicking the New button. To view additional details about a selected available
record, click the Properties button.

See Also For more information about creating marketing lists, see Chapter 7.

6. When you have finished selecting the marketing lists you want to add to your
campaign, click OK.

7. You will be prompted to specify whether you want to add the marketing lists to
undistributed campaign activities. If you want to add the members of these lists
to your campaign activities, leave the check box selected.

& Add Marketing Lists to Campaign -- Webpage Dialog @

Select Whether to Include Campaign Activities

By default, marketing lists are also added to undistributed campaign activities in the
campaign.

If you do notwant to add the marketing lists to the undistributed campaign
activities, clear the check box.

[g Add the marketing lists to npen undistributed campaign activities in
the current campaign.

To cantinue, dick OK.

http://er € Local intranet | Protected Mode: Off

8. Click OK to add the selected marketing lists to the campaign and the campaign'’s
open undistributed campaign activities.

Adding Target Products and Sales Literature

Campaigns can be used to promote your organization’s products or services or to create
awareness of a new program or outreach effort. For campaigns involving products or
services, you can specify the target products or services within the campaign.

Tip Products and services are configured by using the Product Catalog feature of
Microsoft Dynamics CRM, which is located in the Settings area. Consult with your
system administrator to properly set up a product or service.
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In addition to tracking products and services, you can also relate relevant sales and
marketing literature to a campaign. These documents might include presentations,

product and pricing sheets, marketing literature, and company manuals. Microsoft

Dynamics CRM uses the Sales Literature functionality to store one or more documents
for use with marketing campaigns and products.

In this exercise, you will attach a product and sales literature about the product to your
campaign.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, and have at least one product created
before beginning this exercise.

1.

2.

3.
=l

Add Existing

Product

5.

6.

In the Marketing area, click Campaigns.

Open the New Product Advertising campaign record you created earlier in this
chapter, if it is not already open.

In the entity navigation pane, click Target Products.
On the ribbon, click the Add Existing Product button.

The Look Up Records dialog box opens, with the Look For field automatically set
to Product.

Select one or more products to associate with your campaign, and then click OK.

The Target Products window opens, showing the product you selected.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Internet Explarer == E=R==
List Tools 44 Microsoft Dynamics CRM Jim Steger @
Campaign  Add  Customize Products SBS2011 o
E M SPactivate B Bulk Detete [T Copya Link Y 2] save Filters - h @ =1 gg ':.:.:1
T Deartivate T3l E-mail a Link & Sawe Filters as New View il Eﬁ Six
Add Exsting  Edit Filter Set s Default Chart Run  Start  Run  Export
Froduct ¥ Remave View  Panew Workflow Dialog  Report. Products
Records Collaborate Current iew wiew Frocess Data
Information E;}J Campaign Campaigns ~| |8
General New Product Advertising
Financials
Administration @ Target Products: Product Associated View ~ Search for records el
Notes
| Product Mame | | Subject | status | 2
New Product Offering MEWO01 Default Sublect  Active
Related Vi
4 Common
W Planning Activities
A campaign Activities
& campaign Responses
()| connections
2 mudit History
4 Sales
(# Target Products

In the entity navigation pane, click Sales Literature.
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Add Existing

Sales Literature

Relating Campaigns

7. On the ribbon, click the Add Existing Sales Literature button.

10.

11. Click OK to associate the Product Pricing sales literature record with your campaign.

The Look Up Records dialog box opens, with the Look For field automatically set to

Sales Literature.

Click New to create a new sales literature record.

Tip You will create a basic sales literature record for the purposes of this exercise.

You can also upload one or more documents and associate specific products with

a sales literature record.

In the Title field, enter Product Pricing, and choose a subject from the Subject

field. Then, in the Type field, choose Price Sheets.

4 Sales

Click the Save and Close button.

The Product Pricing sales literature record now appears in the Look Up Records

dialog box and is listed in the Selected Records area.

Relating Campaigns

You can relate your marketing campaign to other campaigns for reporting and tracking
purposes. For instance, assume you have a global branding campaign. The initial branding
campaign is comprised of multiple child campaigns, such as a direct mail campaign, an
email campaign, and radio and television spots. In Microsoft Dynamics CRM, you can
create a campaign record for each and relate all of them to a parent campaign. This
allows you to track results for each campaign channel and aggregate multiple cam-

/& Sales Literature: Product Pricing - Microsoft Dynamics CRM - Windows Internet Explarer o |-
44 Microsoft Dynamics CRM Jim Steger @
Sales Literature | Customize WiBaok g
gy save & New <=3 Send as E-mail {4 Sharing - =
H ; ©E 8
X Delete 03 mctd & Sales Attachment [ Copy a Link J
Save  Sawe & . Run  Start  Run
Clase zﬁg,mmunk ‘Workflow Dialog  Report.
Sae Adtions Collaborate Process Data
Information ®| sales Literature Sales Literature | & | &
L General Product Pricing
Related - General
4 Common Title * Product Pricing
[E] sales Attachments
G Produts Subject L] Defautt Subject jro . Price Sheets -
U1 Dacuments Employes Cantact =] Expiration Date =0
|4 Sudit History .
Description

paigns to measure the effectiveness of the entire branding effort.

.
.
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e |
]
= |
Add Existing
Campaign

In this exercise, you will create a related campaign to track co-branding efforts with a
partner retailer as part of your new product advertising campaign.

Tip When you relate two campaigns, Microsoft Dynamics CRM creates a one-way relation-
ship. For instance, suppose you have campaigns A and B. With campaign B as the active
campaign, you relate campaign A to campaign B. When you open campaign A, you will not
see a relationship to campaign B, but you will see campaign A listed as a related campaign
in campaign B.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1.
2.

In the Marketing area, click Campaigns.

Open the New Product Advertising campaign you created earlier in this chapter, if
it is not already open.

In the entity navigation pane, click Related Campaigns.
On the ribbon, click the Add Existing Campaign button.

The Look Up Records dialog box opens, with the Look For field automatically set to
Campaign.

Click the New button to create a new campaign.

In the New Campaign form, in the Name field, enter Co-branding with the large
retailer ‘More Bikes!".

Click Save and Close to create the new campaign.

Back in the Look Up Records dialog box, select the new Co-branding with the large
retailer ‘More Bikes!" campaign, and click OK to relate it to the parent campaign.

The related campaign is displayed in the Related Campaigns area of the parent
campaign.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Internet Explarer =N =R
List Tools 44 Microsoft Dynamics CRM Jim Steger @
Campaign  Add Custamize Campaigns SBS2011
F; Connect o 1 ==
= M %Amvate G Bulk Detete 1B W, flshare Y 2 ﬁi @ 1 i% 'IEL
== B Deactivate = (53 Copy 3 Link a - &'P Bl
Add Existing  Edit Assign Filter Set s Default Chart Run Skt Run  Expart
Campaign X Remove Campaigns Ijg.mau alink Wigw Pane . Workflow Dialog Report- Campaigns
Records Collabarate Current visw Mgy Process Data
Information E;J Campaign Campaigns v 4|
General New Product Advertising
Financials
Administration | Related Campaigns: Campai i View ~ | P
Notes
| campaign Code | Mame Status Reason | Created On | -]
- [V] (5% CMP-01011-Q2F.. Co-branding with the Iarge retailer ‘More Bikes! Propased 107472010 8,05 ..
clate
4 common

CLEAN UP Close the campaign record.
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Creating Campaign Templates

il
Tem

3

By
plate

Suppose you are the marketing manager for your company’s monthly product catalog.
Most of the planning activities for the catalog are the same each month. Rather than
leaving you to recreate all of the common information for your campaign each month,
Microsoft Dynamics CRM lets you create a campaign template that can be used as the
starting point for your new campaign.

The campaign template stores core details and related information about the campaign
and can be used to quickly launch a similar campaign. In Microsoft Dynamics CRM,
campaign templates work just like campaigns.

In this exercise, you will create a new campaign template.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. In the Marketing area, click Campaigns.

2. On the ribbon, click the New Template button to launch the New Campaign
(Template) form.

3. In the Name field, enter TEMPLATE: Product Advertising.
4. Click Save.

Copying Campaign Records

Marketing campaigns can be very involved, and for complex campaigns, it can take con-
siderable effort to enter the correct information in Microsoft Dynamics CRM. Campaign
templates provide a common starting point for future campaigns and can save you time
and duplication of effort when you are creating campaigns. Microsoft Dynamics CRM also
provides two actions, Copy As Campaign and Copy As Template, to quickly duplicate
information from an existing campaign or template. The copy action replicates all of
the planning activities, campaign activities, marketing lists, products, and sales litera-
ture to your new campaign or template.
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The Copy As Campaign and Copy As Template actions work similarly and can be used
from either a campaign or campaign template. The key difference is the resulting out-
put. When you use Copy As Campaign, the output will be a campaign ready for use.
The Copy As Template action will produce a campaign template that can be used to
create a campaign in the future. The following table can help you decide which copy
action is appropriate.

Scenario Appropriate Copy Action
You have an existing campaign that From the campaign record, use Copy As Template
you want to preserve for future use. to create a template record that can be used for a

later campaign.

You want to create a campaign that's  From the campaign record, use Copy As Campaign

similar to an existing campaign for to create a new campaign record that can be used
immediate use. immediately.
You want to create a new campaign Open the campaign template and use Copy As

from an existing campaign template. ~ Campaign to create the new campaign record.

You want to create a similar campaign  Open the campaign template and use Copy As
template from an existing template. Template to create a new template record.

In this exercise, you will create a new campaign from the campaign template created in
the previous section.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise.

1. In the Marketing area, click Campaigns.

2. Open the TEMPLATE: Product Advertising campaign template you created in the
previous exercise.

c£| 3. On the ribbon, click the Copy as Campaign button.

=) A campaign record opens, with a copy of all of the information from the originating
cgrun%%i; campaign.

Troubleshooting Microsoft Dynamics CRM allows campaign and campaign template
records to have the same name. Be sure to rename your new campaign (or campaign
template) to avoid confusion.
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Using Quick Campaigns

As you have seen, you can plan and track your marketing efforts with campaigns in
Microsoft Dynamics CRM. But sometimes you might want to simply distribute a campaign
activity (such as a letter, phone call, or email) to an ad-hoc list without the extra overhead
and tracking of a full campaign. A quick campaign is a simplified version of a campaign
in Microsoft Dynamics CRM that allows you to distribute a single campaign activity to a
group of accounts, contacts, leads, or marketing lists.

In this exercise, you will create a quick campaign to track follow-up tasks for a group
of leads.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, and have multiple lead records already
created and available before beginning this exercise.

1.
2.

|@ Qulick Campaignv| 3.

In the Marketing area, click Leads.

Select a few lead records.

Tip You can select multiple records by holding the Ctrl key while clicking the records.

Click the Add ribbon tab, then click the Quick Campaign button.

44 Microsoft Dynamics CRM

Leads  Wiew  Charts | Add | Customize

one Call passy oo Recurrin g Appointmen . 2 Quick Campaign -
Fhi Call Re Ay itr it = s k C
2 tetter = 1 serice Activity &= < B4 For Selected Records
Bftach  Add Task  E-mail Appaintment Mail  Campaigh
File  Note i Fax = Other Activities - Merge Resporie B8 For All Records on Current Page
TRAER Activity izt B For Al Records on Al Pages

Choose For Selected Records from the submenu.
The Create Quick Campaign Wizard form opens.

The first step of the Create Quick Campaign Wizard describes the steps you are
about to take. Click Next to continue.

The next step asks you to enter a name for the quick campaign. In the Name field,
enter Our First Lead Quick Campaign, and then click Next.

Now you will need to choose an activity type and user to whom the resulting
activities should be assigned. If you choose to use an email activity, you also
have the option of automatically sending and closing the email activity. In the
Activity Type box, select Phone Call, and for the Assign these activities to
option, choose Me.
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& | Create Quick Campaign Wizard -- Webpage Dialog @

Select the activity Type and Ownhers

Select what type of activity to create.
Activity Type:
229 Phone Call
g Appaintment
g Letter
A Fax
[ E-mail -

Select who will own these new activities.
Assign these activities to!

s Me
" The owners of the records that are included in the quick campaign

¢~ &ssign to another 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 dose corresponding e-mail activities.

<Back | | met= | ‘ Cancel

httpifferrn2011mainline/SBS2011/MAMInICampaign/ € Local intranet | Protected Mode: OFf

8. Click Next. The next step allows you to enter the content for the activity chosen in
the previous step. Because you chose Phone Call, you will see the Phone Call form
displayed. In the Subject and Description fields, enter Follow-up call on leads. In
the Due field, chose the date you want the activity to be completed.

& Microsoft Dynamics CRM -- Yebpage Dialog @
Specify the Content of the Activity
Specify the details of the quick campaign by filling out the available fields in the activity. When you are done, click Next.
~ Phone Call
sender q Phone Number
Reripient ﬂ Direction r ol
Subject™ Follow-up call on leads
Follow-up call on leads
Regarding 3T
et * ﬂ
Duration 30 minutes v Priority Mormal -
Due 1072372010 | [FEw| 12:00AM [
Category Sub-Categary
Back || met= || cancel
http:/ferm2ilimainline/SBS20 LL/MAMiniCampaign/h € Local intranet | Protected Mode: Off
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9. Click Next. The final step summarizes the choices made in the previous steps.

If everything is correct, click Create to complete the quick campaign.

10. After completion, you can view your new quick campaign by clicking Quick

Campaigns in the Marketing area.

11. Double-click the Our First Lead Quick Campaign record to see your quick campaign

details, including the phone call activities created.

/& Quick Campaign: Our First Lead Quick Campaign - Microsoft Dynamics CRM - Windows Internet Explarer =N =R
List Tools 48 Microsoft Dynamics CRM Jim Steger @
Quick Campaign  Customize | Phone Calls SBS2011 4
Delete Phone Call Connect - Share ] v ==
e o Y Y& o @8
S G Bulk Delete P add to Queue [F Copy a Link 1 J
Edit As3ign Phone Filter Set A3 Defauft Chart Run  Start  Run  ExportPhone
Calls H E-mail 3 Link View  Fane. Workflow Dialog  Report. o Calls
Records Collaborate Current visw iz Process Data
Information Quick Campaign Quick Campaigns | i+ | &
L General Our First Lead Quick Campaign
Related &9 Phone Calls Created : All Phone Calls ~ Search far records e
4 Common [ | subject | sender | Recipient | Regarding | pirection &
54 Prone Calls Created (7|3 Follow-up call on leads Jennifer Ford Wathalee Steuber (sample) %9 QurFirstlesc Outgaing
ﬁ Cambaign Responses &% Follow-up call on leads Jennifer Fard Teresa Atkinson (sample) @ DurFirstleac Qutgoing
2 Leads Selected
i Leads Bxcluded
] Audit Histary

Key Points

Campaigns allow you to track and communicate the schedules, costs, planning
activities, lists, and responses related to your marketing and outreach efforts.

Planning activities are common Microsoft Dynamics CRM activities in a campaign
or quick campaign.

Marketing lists associated with a campaign provide the names of customers tar-
geted for campaign activities.

You can track related products and sales literature to campaigns.

You can copy a campaign and all of its related information to a campaign template
or another campaign.

You can quickly distribute campaign activities to ad-hoc lists of accounts, leads,
contacts, or marketing lists by using the Quick Campaign Wizard.
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9 Working with f
Campaign Activities
and Responses

In this chapter, you will learn how to

Create a campaign activity.

Associate a marketing list to a campaign activity.
Distribute a campaign activity.

Record a campaign response.

Convert a campaign response to another record type.

S S XXXXKXX

View campaign results.

In Chapter 8, “Managing Campaigns and Quick Campaigns,” you learned how to use
Microsoft Dynamics CRM to plan and prepare for a marketing campaign. Proper planning
and setup of your campaign helps ensure successful execution and tracking. In addition
to helping you prepare for a marketing campaign, Microsoft Dynamics CRM simplifies
the execution of your marketing campaign by using campaign activities and campaign
responses. This chapter introduces the concepts of campaign execution and tracking to
help you successfully complete a marketing campaign.

A marketing campaign typically includes one or more communications to your target
marketing list. For instance, assume that your marketing manager wants to send an email
message that introduces a new product to all of the members in a marketing list. You
would like your sales team to follow up on the email message with a phone call seven days
later. When recipients of the communication respond to the campaign, you would like to
record the responses and take additional actions that will vary depending on the character
of each response. In Microsoft Dynamics CRM, campaign communications are recorded as
campaign activities and member responses are recorded as campaign responses.

195
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Chapter 9 Working with Campaign Activities and Responses

In this chapter, you will learn how to set up and distribute campaign activities. Additionally,
you will learn how to record campaign responses and how to convert them to other record
types. Finally, you will learn how to view the results of a marketing campaign to under-
stand its effectiveness.

Practice Files The exercises in this chapter require only records created in earlier
chapters; none are supplied with the book’s practice files. For more information about
practice files, see “Using the Practice Files” at the beginning of this book.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Creating a Campaign Activity

In the example introduced at the beginning of this chapter, we discussed a simple campaign
with two communication points: an email message followed by a phone call. Microsoft
Dynamics CRM allows you to set up these communication points as campaign activities.
You can record information about a campaign activity for tracking and analysis across
one or many campaigns. The following table describes the fields that are most often
tracked for a campaign activity.

Field Description

Channel The communication method for the activity

Type A way to categorize the activity

Subject A high-level description of the activity

Owner The user who has been assigned to the activity

Outsource Vendors Any accounts or contacts related to the activity from an execution

standpoint (not targets of the campaign)
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Field Description

Scheduled Start The target start date for the activity

Scheduled End The target end date for the activity

Actual Start The actual start date for the activity

Actual End The actual end date for the activity

Budget Allocated The amount of budget allocated for the activity

Actual Cost The actual cost of the activity

Priority Prioritization of the activity

No. of Days An anti-spam setting that lets you prevent too-frequent

communication from a campaign

In this exercise, you will create two campaign activities to be distributed to your team to

support your marketing campaign.

SET UP Use the Windows Internet Explorer web browser to navigate to your
Microsoft Dynamics CRM website before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign

for this exercise.

1. In the Marketing area, click Campaigns.
2. Open the New Product Advertising campaign.

3. In the entity navigation pane, click Campaign Activities.

A list of any campaign activities associated with this campaign appears.

E 4. On the ribbon, click the Add New Campaign Activity button.

Add Mews Carmpaign
A ckivity

/& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Internet Explorer =R =
List Tools 4 Microsoft Dynamics CRM Jim Steger @
Campaign  Add  Customize Campaign Activities SBS2011 g
s KB conned . L1 Share A -
= |5 - T, il © 8
B Bhaddto Queus ¥ T3 Copy 3 Link ] i -
Add New Campaigh  Edit Assign Campaign Filter Set A3 Default Chart Rup St RUn  Export Campaign
Ativity ctiities 3 E-mail a Link Views Fane. workflow Dialog  Report.  Actiities
Records Collaborats Currert View Wigui Process Data
Information E_g Campaign Campaigns - |8
General = New Product Advertising
Financials
Administration L Campaign Activities: Campaign Activity Associated Yiew ~ Search for recards yel
Hotes =
| subject | Owner Outsource Vendors | channel | status Reasor@
Related
4 common
# Planning Activities
it Campaign Activities
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The Campaign Activity form appears. You will notice that the Owner field defaults to
your name, the Parent Campaign field is populated with the New Product Advertising
campaign, and the type field defaults to Research.

5. In the Subject field, enter New Product Introduction Email Message.
6. In the Channel field, select E-mail.

This selection affects how an activity will be distributed. By selecting E-Mail, you
are choosing to send an email message to the recipients.

(& Carnpaign Activity: New - Microsoft Dynarics CRM - Windows Internet Explorer =R =
44 Microsoft Dynamics CRM Jim Steger @
Campaign Activity | Customize SBS2011 o
Sae 5 Mewi : : E T copyatink
Mot : 8 8 &2 o9
K Delete £ & B l E-mail 3 Link e
Save  Save & Attach  Add  Distribute Campaign Close Campaign To Connect Addto Queeltem Assion Frocess _ Run
Close File fate Actiity Aty Oppartunity - Queue " Details Reports
Save Include Ations Convert Activity Callaborate Data
Information 7| Campaign Activity Campaign Activities v | 4 | &
t Campaign Adivity "~ New
notes
* Campaign Activity
Related
Parent Campaigh * | [ New Product Advertising [§  statusReason Praposed
4 Common
Channel E-mail - Tyipe Research -
] Subject™ New Product Introduction Email Message
=]
4 Processes
=]
Ouimer™ 8 Jim steger [re]
Outsource Vendars o]
Scheduled Start TEiw|  Actual Start B
Scheduled End TEv| ActualEnd il
EBudget Alocated [+ Actual Cost [+
Priority narmal ~  Currengy & Us Dollar Q
Anti-Spam Setting: Exclude list k if | within set time period
No. of Days
Status open
Done €& Local intranet | Protected Mode: OFf Yaor W% v

Save &
Close

activity.

7. On the form ribbon, click the Save and Close button to create the campaign
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8. On the ribbon on the Campaign Activities screen, click the Add New Campaign

Activity button.
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9. In the New Campaign Activity form, enter New Product Introduction Follow-Up

Phone Call in the Subject field.
10. In the Channel field, select Phone.
11. Click Save and Close.

Two campaign activities now appear in the list.

Tip The channels available for the campaign activity directly relate to the activity types
in Microsoft Dynamics CRM. The only exception is the Other channel, which exists to
handle custom campaign activities that do not align with the native activity types. A
campaign activity designated as Other serves as a record of the activity for scheduling

and budgeting purposes only, and cannot be distributed to list members.

(& Campaign: Mew Product Advertising - Microsoft Dynamics CRM - Windows Internst Explarer o= =]
List Tools 44 Microsoft Dynamics CRM Jim Steger @
Campaign  Add  Customize | Campaign Activities SBS2011 o
. Connect + = Share | =
7 KIE B 2 Y, 5. il o5 8 &
T d add to Queus (8 Copy a Link 1 = >
Add New Campaign  Edit Assign Campaign Filter Set 43 Default Chart Run St Fun  Export Campaign
Ativity ctilties 3] E-mail 3 Link View Fane. \Morkflow Dialog  Report.  Actiities
Records Collaborate Currert View Wigwi Process Data
Information @J Campaign Campaigns MR
General New Product Advertising
Finandials
Administration 4 Campaign Activities: Campaign Activity Associated Yiew ~ Search for records r
Hotes -
] | subject | owner | outsource Vendors | channel | status Reasor@
Related (/7% Mew Product Introduction Email Message Jim Steger E-mail Proposed
1% Wew Froduct Introduction Fallow-Up Phane ... Jim Steger Fhone Froposed
4 Common
# Planning Activities
B} Campaion Activities

See Also The Letter, Fax, and E-mail channels let you leverage the Microsoft Dynamics

CRM mail merge feature. For more information about mail merge, see “Using Mail Merge

to Generate a Word Document That Includes List Member Information” in Chapter 7,

"Using Marketing Lists.”

o
.
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Associating a Marketing List to a Campaign Activity

—
]
g |

Add Existing
Marketing List

In Chapter 8, you associated marketing lists to your campaign. As you might expect, when
you create a campaign activity, the marketing lists associated with the campaign are auto-
matically associated with the activity. As things change over the course of the campaign,
you might decide that you do not want to distribute a campaign activity to all marketing
lists. For example, suppose you have different activity templates for different industries, so
that you can emphasize different benefits of your new product to different audiences. In
this case, you could create specific campaign activities for each industry. Or consider the
case in which you need to add another marketing list after a campaign activity has been set
up. If you have additional marketing lists you would like to add to the campaign, you can
automatically add the list to all pending campaign activities, or you can manually add the
list to specific campaign activities, if you don't want to associate the list to all open activities.

In this exercise, you will add and remove marketing lists from a campaign activity.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign
for this exercise.

1. In the Marketing area, click Campaigns.
2. Open the New Product Advertising campaign.
3. In the entity navigation pane, click Target Marketing Lists.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Intemet Explorer o ===
List Tool 48 Microsoft Dynamics CRM Jim Steger @
Campaign  Add  Customize Marketing List: SBS201L o
F Er - A | —
= b @ e @ W =] N % 1 m
= e = B = z 4 &= S
Add Existing Marketing  Edit N Assign Marketing Filter SetAs Default Chart Run  Start  Run  Export Marketing
List x = Lists E\' W P: “Wworkflow Dialog  Report« Lists
Recards Adions Collaborate Current View Wiew Process Data
Information @J Campaign Campaigns M
General New Product Advertising
Financia s
Administration -] Target Marketing Lists: Marketing List Associated View ~ Search for records Fel
Notes
| nName | Type Marketing List .. | LlastUsedon | Purpose | =]
V] ¥ Ilinois Contacts Static Contact 10/4/2010
Related I i
4 Common

4. On the ribbon, click the Add Existing Marketing List button.
The Look Up Records dialog box appears.
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Look Up Records

Look for: | MMarketing List

&  Look Up Records -- Wiebpage Dialog

View: Marketing List Lookup View

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 Wiew options, Repeat this process for different types of records,

[~ | Name
15 linois Contacts

1- 40f 4 (1 selected)

Selected records:

Add

==

‘15 inois seminar.,
‘15 Wlinois Retailer.,
P Large Retailers ..

Search: | Search for recards

| Type

Dynarmic
Static
Dynamic
Static

~‘9_E| Large Retailers List

| Purpose

http:/fermibetasshs2011/_controls/lc & Local intranet | Protected Mode: Off

(==

Show Only My Records

w

| Marketing List ... |
Cantact
Cantact
Account

Account

Page 1

201

5. In the Look Up Records dialog box, select a marketing list. If no marketing lists
exist, create a new one. Click OK.

Tip If you need a refresher on creating a marketing list, see “Creating a Static

Marketing List” in Chapter 7.

The Select Whether To Include Campaign Activities dialog box opens.

campaign.

To continue, click 0K,

&  &dd Marketing Lists ta Campaign - Webpage Dialog
Select Whether to Include Campaign Activities
By default, marketing lists are also added to undistributed campaign activities in the

If you do notwant to add the marketing lists to the undistributed campaign

activities, dear the check box,

~ Add the marketing lists to open undistributed campaian activities in
the current campaign.

http//cr € Local intranet | Protected Mode: OFF

==
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i |
Add From

Canmpaign

6.

Chapter 9 Working with Campaign Activities and Responses

In the dialog box, clear the check box and click OK to indicate that you do not

want to associate the marketing list to the open campaign activities.

7.
8.
9.
10.
11.

In the entity navigation pane, click Campaign Activities.

On the ribbon, click the Add From Campaign button.

Open the New Product Introduction Email Message campaign activity.

In the entity navigation pane, click Target Marketing Lists.

Select the new marketing list that you added to the campaign, and then click OK.

The additional marketing list has now been added to the campaign activity. When
you distribute this campaign activity, the additional marketing list members will
also be included in the activity.

Tip Just as you can add a marketing list to a campaign activity, you can also remove a
marketing list. To do so, select one or more marketing lists and click the Remove button

on the ribbon.

Related ]| Name

4 Ccommon
] Target Marketing Lists
(B connections

|1 ¥ Large Retailers List
€ Dlinois Contacts

| Type
Dynamic

Static

Distributing a Campaign Activity

When you have created and associated the appropriate marketing lists with your cam-
paign activities, you have taken the necessary steps to prepare for the execution of the
activity. Then, when you are ready to execute the campaign activity, you will distribute
the activity. This action will create Microsoft Dynamics CRM activity records that will
exist under the account, contact, or lead records specified in the target marketing lists.

Contact
Contact

& Carnpaign Activity: Mew Praduct Intraduction Email Message - Micrasoft Dynamics CRM - Windows Intemet Explarer [=rE =)
List Tools 48 Microsoft Dynamics CRM Jim Steger (7]
Campaign Activity  Customize Marketing Lists SES201L 4
b g B fa Ecornea. jg 1A share E h & BB 3%[ agl
emm o T B® = (8 copy a Link 7 i <:§F Sl
Edit  Add From Assign Marketing Filter © Setds Default Chart Run Start Run  Export Marketing
Campaign X = Lists \Z’ E-mail a Link View Pane~ ‘workflow Dislog Reporte Lists
Records Adtions Collaborate Current Wiew Wiew Process Data
Remove
Information tivity Campaigh Activities v | & | &
E e Rsnov e e, luct Introduction Email Message
Notes When you remove a record, it still
E1b [ E2 g, ting Lists: Marketing List Associated Wiew ~ Search for records )

| Marketing List .. | Last Used On

| Purpose | 2

10731/2010
10/4/2010
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Tip Most distributed campaign activities are distributed as open activities that need to be
completed. The only exceptions to this rule are email campaign activities, because you can

choose to automatically send an email when you distribute the email campaign activity.

In this exercise, you will distribute the email and phone call campaign activities you created
earlier in this chapter.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate

the New Product Advertising campaign in your system, select a different campaign
for this exercise.

Distribute Carnpaign

Ackivity

1.

2.
3.
4.
5

In the Marketing area, click Campaigns.

Open the New Product Advertising campaign.

In the entity navigation pane, click Campaign Activities.

Open the New Product Introduction Email Message campaign activity.

Click the Distribute Campaign Activity button. The New E-mails window opens.

2 Microsoft Dynamics CRM -- Webpage Dialog

This is my new product advertising campaign

=8 He B

& | Bl b & B

New E-mails
Fill out this form to create news e-mails for the members you selected in the marketing list. To add this e-mail as a new e-mail in each member's record, dick
Distribute
r
* E-mail

From 8 lim Steger

To

cc

Bec

Subject

Regarding

$ BB B UIEEE EIZ FEE A A A Ldunubmis

htpiffcrm201irc/StegerBook/_grid/cmds/dlg_listerail.aspiiObjType=4402i G Lacal intranet | Protected Made: Off
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Important The following steps will send an email message to the email addresses for
all members included in the target marketing lists for this campaign activity. Make
sure that your marketing lists do not include any customer email addresses, so that
you do not send a test message to them!

6. The body text defaults to the text from the Offer field of the parent campaign.
Enter a subject and update the body for your email message. Then click Distribute.

Tip You can also save time by selecting a predesigned email template.

The Distribute E-Mail Messages To Target Marketing Lists dialog box appears. In
this dialog box, you can select who will own the activity by choosing the record
owners, yourself, another user, a team, or a queue. You can also specify whether
the email message should automatically be sent and the corresponding activity
marked as closed when the activity is distributed.

& Confirm Distribution -- Webpage Dialog @

Distribute E-mail Messages to target marketing lists

Before these E-mail Messages can be distributed, vou hawe to decide who
wiill owen them,

Select who will own these new E-mail Messages
E-mail Messages Owner:
 The owners of the records in the target marketing lists
& Twill own the news E-mail Messages
(~ Assign to another user or team
Add the created activities to a queue
r 3
Select whether e-mail activities should be closed.

v Mark e-mail messages to be sent and dose corresponding e-mail
activities.
-

t €& Local intranet | Pratected Mode: Off

7. Leave the Mark e-mail messages to be sent and close corresponding e-mail
activities check box selected, and click OK. The email messages are now sent.

8. In the campaign activity, click Save and Close.
9. Open the New Product Introduction Follow-Up Phone Call campaign activity.
10. On the form ribbon, click the Distribute Campaign Activity button.
The New Phone Calls window opens.

11. Enter a subject and a description, and change the due date to one week in the future.
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2 Microsoft Dynamics CRM -- Webpage Dialog == EoR (|

New Phone Calls
Fill out this form to create new phone calls for the members you selected in the marketing list. To add this phone call as a new phone call in each member's
record, click Distribute,

~ Phone Call
Sender q Phone Number
Recipient q Direction o @
Subject™ Follow-up phone call for hew Product Advertizsing Campaign,

Flease call the customer to gauge interest in our new product.

Regarding o
Crwmer * <]
Durstion 30 minutes Friority Normal -
Due 973072010 (BB 1200 am

Category Sub-Category

http://crmSbetafsbs2011/_gridfcmds/dig_listphone.aspxfiObjType=44028:Tot € Local intranet | Protected Mode: Off

12. Click Distribute.
The Distribute Phone Calls To Target Marketing Lists dialog box appears.
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13. Under Phone Calls Owner, select The owners of the records in the target marketing

lists, and then click OK.

You have successfully distributed your campaign activities. The New Product

Introduction email message has been sent, and the New Product Introduction
Follow-Up Phone Call activity has been created. Owners of the marketing list member

records will see the activities in their activity lists with the due date you entered.

Microsoft Dynamics CRM allows you to create multi-step marketing campaigns and allows

you to record campaign activities in many channels.

When you have distributed the activities, you can view the activities you created (both

the successes and the failures) in the entity navigation pane of the campaign activity.

/& Campaign Activity: New Praduct Introduction Follow-Up Phone Call - Microsoft Dynamics CRM - Windows Internet Explorer == ===
List Tools 4 Microsoft Dynamics CRM JimSteger @
Campaign Activity Customize Phone Calls WWBODK gy
M X Delete Phone Call B Connect - = [ share Y K| @ @ 3% ’I-[:‘_‘
5= G Bulk Delete ) add to Queue = [ Copy a Link A ﬁh J Bl
Edit Assign Phone Filter Setés Default Chart Run  Start  Run  ExportPhone
Calls "G E-mail 3 Link View  Pane. Workflow Dialog Report.  Calls
Records Collaborate Current iew Wiew Process Data
Information @ Campaign Activity Campaign Activities v | # | &
I: Ry “" New Product Introduction Follow-Up Phone Call
Notes
&9 Phone Calls Created: All Phone Calls ~ Search far recards p
el [ | Subject | sender | Recipient | Regarding | Direction &
4 Common [V Eollow-up phone call for new product advert., & Brendsn Landers 4] Datren Parker (sample) ¥ NewProduct Outgaing
%—3 L3 G EeciEt] [C1&% Follow-up phone call for new product advert., § Brendan Landers {45 Marco Tanara [sample) & New Product  Gutgoing
, Failures
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Recording a Campaign Response

After your campaign activities have been distributed and your target marketing list
members have received the communication, you can record the responses you receive,
both positive and negative. By tracking responses, you can take additional action to
pursue the customer or prospect. For positive responses, you might schedule a follow-up
phone call or other activity. For negative responses, you might remove members from
a certain marketing list. Recording both positive and negative responses provides mar-
keting managers with an overall understanding of the total response rate along with the
positive response rate. There are several ways that you can record campaign responses in
Microsoft Dynamics CRM. You can:

e Manually create a campaign response record.
e C(Close a campaign activity as a response.
e Automatically create a campaign response for email replies.

e Import campaign responses.

See Also For more information about importing campaign responses and other record
types, refer to Chapter 18, “Bulk Data Importing.”

In this exercise, you will manually create a campaign response.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign
for this exercise.

1. In the Marketing area, click Campaigns.

. Open the New Product Advertising campaign.

2
3. In the entity navigation pane, click Campaign Responses.
4

—= . Click the Add New Campaign Response button.

Add Mew Campaign
Response
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The Campaign Response activity form appears. Many fields are available for (
capture in a campaign response, including the response code, who the response
was received from, and other details about the response.

/& Carmpaign Response: New - Micrasoft Dynamics CRM - Windows Intemet Explarer o2 =) \
44 Microsoft Dynamics CRM Jim Steger @
Campaign Response | Customize SBS201L o
Save & Mew & = L7 Copy a Link
o e 8 sim- o568
K Delete v - 7 E-mail a Link -’ —
Save Sawe & Atech  Add  Conyert Campaian Copy Campaion | Addto QueueTtem Assign Run  Start  Run
Close File  Note Response esporse  Queue  Details Workflow Dialog  Report -
Save Include Actions Collabarate Process Data
Information @ | Campaign Response Campaign Respo... v |4 |
t(ampa\gn Response -
Hotes
Fromotion Cade
Related
Subject *
4 Common
=
4 Processes
B
Owiner* 8§ Jim Steger q  Prioriy Normal -
Received From Existing Customer
custamer =
Received From New Customer
Compary Mame Phone
Last Name E-Mail
First Name Fax
Details
Channel - Outsouree Vendar Ej
Received On 103142010 FBw| CloseBy =
Originating Activity & [+
Status open
€& Local intranet | Protected Mode: OFF v B100% -

5. Enter a subject, select an existing customer, and then click the Save button.

Save

Promoting a Campaign Activity to a Campaign Response

You might have noticed that one of the fields in the campaign response form, Originating
Activity, lets you associate the campaign response with the original campaign activity.
Microsoft Dynamics CRM also lets you create the campaign response from the original
campaign activity, so you can track the effectiveness of each campaign activity in addition
to understanding the effectiveness of the campaign overall. You can also convert campaign
responses to other entities, as you will see in the next section.


http://

208 Chapter 9 Working with Campaign Activities and Responses

In this exercise, you will promote a campaign activity to a campaign response.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign
for this exercise.

1. In the Marketing area, click Campaigns.

2. Open the New Product Advertising campaign.

3. In the entity navigation pane, click Campaign Activities.

4. Open the New Product Introduction Follow-Up Phone Call activity.
5. In the entity navigation pane, click Phone Calls Created.

The Phone Calls Created list appears.

& Campaign Activity: New Product Introduction Follow-Up Phone Call - Microsoft Dynamics CRM - Windows Internet Explorer ===
List Taols 441 Microsoft Dynamics CRM Jim Steger @
Campaign Activity  Customize | Phone Calls StegerBook o
7 Delete Phone Call (&) Connect o Jod Share i -
: , Yo 5L il @ 8 G
15 Bulk Delete T Add to Queue ? 7l Copy 3 Link 3 =
Edit Assign Phane Filter Set s Default Chart Fun  Start  Run  ExportPhone
Calls & E-mail a Link Wiews  Fane.  workflew Diziog  Report. o Calls
Records Callaborate Current Wiew wiew Frocess Data
Information ET,J Campaign Activity Campaign Actities = | & | &
t Campaign Adtivity = New Product Introduction Follow-Up Phone Call
Notes
%9 Phone Calls Created: All Phone Calls ~ Search for records P
Lt [ | subject | sender Recipient | Regarding | Direction 2
4 Common [[145 Follow-up phone call for New Froduct Adver..  Jim Steger Adrian Dumitrascu (sample] QNewPrudm Outgoing
&9 Phane Calls Crested 7139 Follow-up phone call for New Product Adver.,  Jim Steger Brain Lahee (sample) @ Mew Product  Qutgaing
Py Failures
] Target Marketing Lists
()| connections
& mudit History
4 Processes
@ wiorkflows
[Z] pialog sessions
« v
1-20f 2 (0 selected) Page 1
M # 4 B C D E F G H I 1 K L M N O P @ R § T U W W ¥ ¥ I
Status open
€& Local intranet | Protected Mode: OFf Y or W% v
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6. Open one of the phone call activities in the list.

The Campaign Response form appears. Notice that many
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7. On the ribbon, in the Convert Activity group, click the Promote to Response button.

of the fields are populated

based on the campaign activity you used for the conversion.

/& Campaign Response: New - Microsoft Dynamics CRM - Windows Intemet Explorer o= =]
48 Microsoft Dynamics CRM JimSteger @
Campaign Response | Customize SES2011 o
Save & New o # copya Link
H & @ B 5 - () \
K Delete — 7 E-mail a Link -’ —
L
Save Sawe & Atech  Add Conyert Campaian Copy Campaion | Addto QueueTtem Assign Run  Start  Run
Close File  Note Response esporse  Queue  Details Waorkflow Dialog  Report -
Save Include Adions Collabarate Process Data
Information E,;;J Campaign Response Campaign Respo.. ¥ |4 | &
t(ampa\gn Response New
Hotes
Fromotion Code
Related N
Subject Follow-up phone call for new product adwertising campaign
4 Comman
=
4 Protesses
=
Ouwiner* 8§ lim steqer & oty Mormal -
Received From Existing Customer
Customer 8] Patrick steiner (samplel =
Received From New Customer
Compary Mame Phone
Last Name E-Mail
First Name Fax
Details
Channel - Qutsource YWendor =]
Received On 1043172010 (x| sty (v
Originating Activity & Follow-up phone eall for new product advertising campaign. & [+
Status Open
Dane €& Local intranet | Protected Made: Off v HI0% v

8. Update the subject and any other field, and then click the Save button.

Converting a Campaign Response

When you receive a positive response from a target marketing list member, you will
probably want to pursue the customer or prospect further. Microsoft Dynamics CRM
lets you close the campaign response and convert it into one of several different record

types. The following table describes the types of record conve

rsion you can choose.
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Record Conversion Option

Reason for Use

Create new lead

The target member responds with interest in learning more,
but the potential customer has not been qualified yet.

Convert an existing lead

The target member currently exists as a lead. As a result
of the campaign response, the lead is qualified and there-
fore will be converted.

Create new record for a
customer

The target member is an existing customer targeted for
potential up-sale or cross-sale. You would like to create a
new quote, order, or opportunity for the existing customer.

In this exercise, you will convert a campaign response into a new lead.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign

for this exercise.

1. In the Marketing area, click Campaigns.
2. Open the New Product Advertising campaign.
3. In the entity navigation pane, click Campaign Responses.

A list of all responses associated with the campaign appears.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Internet Explarer =] -= ]
List Tools 441 Microsoft Dynamics CRM Jim Steger @
Campsign  Add  Customize | Campaign Responses SES2011 4
} / Add to Queue = [l Share A =
T KI®TT B & T w o EE %
=m0 [ Copy a Link 1 = d
Add Mew Campaign  Edit Ass%r\ Campaign _ Filter SetAs Default  Chart Run start Ruh  Export Campaign
Response =y esponses "ﬂE—maHaLmk e Pane~ ‘Workflow Dialog Report.  Responses
Records Collaborate Current Wiew Wiews Process Data
Information E‘;J Campaign Campaigns | |8
General New Product Advertising
Financials
Administration “#} Campaign Responses: Campaign Response Associated View v Search for records o
MNotes
| Subject | Customer | Received On | Response Code | Status Reason | 2
Reated [V Client contacted us sbout our New Product; Patrick Steiner [sample] 10/31/2010 Interested Gpen
elate
4 Common
@] Panning activities
A Campaign Activities
# Campaign Responses
(B} cannections

4. Open any open Campaign Response record.

P

Convert Campaign
Response

5. On the form ribbon, click the Convert Campaign Response button.

The Close And Convert The Response dialog box appears.
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&  Conwert Campaign Response -- Webpage Dialog @

Close and Convert the Response
Close the response and select whether to convert it into a new record.

¢ Close response and convert into a record
@ Create New ead
A& lead is created using the information received in the campaian
response,
" Conwert an existing lead |
The lead that responds to the campaign is converted inko a new account

or contact,

" Create new record for a customer 83 Marco Tanara [sample =3

An account or contact record is wsed to create a new quote, order or

opportunity,
© Quote
" Order

¥ Opportunity

Currency 2 Us Dollar 3

¥  Open newly created records

¢ Close response

status Clozed

httpi/fermSh € Local intranet | Protected Mode: Off

6. Leave the Create New lead option selected, and click OK.

This action closes the campaign response and opens a new Lead form with the
Topic populated from the campaign response.

/& Lead: Information - Microsoft Dynamics CRM - Windous Intemet Explorer == E=R==]
48 Microsoft Dynamics CRM Jimsteger @
lead | &dd  Customize SBS201L o
“ I o anew e ﬁ Eﬂ S, daASharING - @ ’—“
X Delete | & [y copyalink ED 4
Save  Sawe & Qualify  Add to Marketing Connect Assign Run  Start  Run
Clase List - E'\lg,m” alink Workflow Dialog Report+
Save Adions Collaborate Process Data
Information Eﬂ) Lead ~Tale
General Information
pefails = Lead Source Rating Owner
Hotes & Activities Warm 0 S
Freferences e
Related ~ General
4 @IIED Topic™ Client cortacted Us about our New Product
[5F activities
=, Salutation Business Fhone
(6 Closed Actiities
@] Connections First Name * Home Phone
1 Documents w
B Audit History Last Name Mobile Phone
4 Marketing Jab Title Fax
g Marketing Lists Comparny Mame * Other Phane
[# campaigns
Web Site Pager
4 Processes
Cfe Workflows el
[ pialeg sessions Address
Street 1 State/Province
Strest TRFastal Code
Strest 3 Country/Region
City
Status Open

€. Local intranet | Protected Made: Off A v HL0% v
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You have successfully converted the campaign response to a lead record. From here, you
can follow your normal sales processes to further pursue the record. If the lead record
already existed when you chose to convert the lead, you would have been presented
with the standard lead conversion dialog box. If you chose to create a new record for
a customer, the specified record would be created with information populated from
the campaign response (as when you converted the lead). Alternatively, you could
select to close the response with a status of Completed or Canceled, without creating
new records.

Viewing Campaign Results

=

Run
Report -

While the campaign is being executed, you'll want to have visibility into the campaign
activities and understand the results of the campaign. The speed with which activities
have been closed, the activities that are still open, and the number of responses received
are all very important data points. You might want to take additional actions based on
these data points. For example, you could create an additional campaign activity for
target members who have not responded, or you could follow up with the marketing
team to ensure that the activities are taking place. Microsoft Dynamics CRM provides
you with several reports you can use to view the results of marketing campaigns.

In this exercise, you will view the overall results of a marketing campaign by using the
default campaign reports.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign
for this exercise.

1. In the Marketing area, click Campaigns.
2. Open the New Product Advertising campaign.

3. On the ribbon, in the Data group, click the Run Report button and select
Campaign Performance from the menu.

& Campaign: New Product Advertising - Microsoft Dynamics CRM - Windows Intemet Explorer E=n =R
44 Microsoft Dynamics CRM Jim Steger @
Campaign | Add  Customize SBS201L o
I save & Mew & @ g Sy fASharing - @ @ 3%
244 Deactivate 1= & [y copyalink d
Save  Save & Copyas  Copyas  Connect Assign Run  Start | Run
Close % Delete Campaign Template - ’df,ma”aunk workflow Dialog  |Report
Save Actions Collaborate Process R e G )
Campaign Ferformance
Information B:J Campaigh paig Tae
| General New Product Advertising
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The Campaign Performance report is run. This report includes a view that combines
information across the campaign record, including the target marketing lists, sales
literature, related campaigns, planning tasks, campaign activities, campaign re-
sponses, and campaign finance.

Tip The data in the following examples will reflect the campaign you have created
and will vary depending on the size of the marketing lists selected. Therefore, you
will likely see different data than the example provided.

In this example, four campaign activities have been created and three campaign
responses have been received. The response rate is 50 percent.

/& Report Wiewer: Campaign Performance - Windows Internet Explorer = ||
Edlit Fitter
4 4 1 of1 P Pkl @ 10035 - Find [Mest - B &

Campaign Activities Count: 2
Subject A Dwner Dutsource Yendors Channel Status Reason
Mew Product Introduction Jim Steger E-mail Proposed

Email Messags

Hew Product Introduction Jim Steger Fhone Complated
Follow-Up Phone Call

Campaign Responses

Total No. Targeted: 2 Total No. of Responses: 1
Response Rate: 50.00 % Cost Per Response: $0.00
Response Code

m

Interested (100 %, 1)

Response Channel T

Done €& Local intranet | Protected Mode: Off v 1% -

CLEAN UP Close the Campaign Performance report.
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Viewing Specific Campaign Information
In addition to viewing the results of a marketing campaign, you might want to view

specific information about the status of campaign activities. The Campaign Activity
Status report provides information related to the status of campaign activities.

In this exercise, you will view the status of a campaign activity by using the Campaign
Activity Status report.

SET UP Use the Internet Explorer web browser to navigate to your Microsoft
Dynamics CRM website, if necessary, before beginning this exercise. You need the
New Product Advertising campaign you created in Chapter 8. If you cannot locate
the New Product Advertising campaign in your system, select a different campaign
for this exercise.

1. In the Marketing area, click Campaigns.

2. Open the New Product Advertising campaign.

3. In the entity navigation pane, click Campaign Activities.
4

. Select the New Product Introduction Follow-Up Phone Call activity without
opening the record.

5. On the ribbon, in the Data group, click the Run Report button, and then click
Campaign Activity Status.

The Select Records dialog box appears. This dialog box lets you specify whether
to run the report for all campaign activities or only for those that were selected
when the Run Report button was clicked.

& | Select Records - Webpage Dialog @
Select Records
Selectwhich records you want to use in this report.
Report: Campaign Activity Status
Description: Track campaign activities,
Use these records:
f« Al applicable records
¢ The selected records
¢ Allrecords on all pages inthe current views
http:/fce €& Local intranet | Protected Mode: Off
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6. Click The selected records, and then click Run Report.

The Campaign Activity Status report appears. Here you can see information
about the campaign activity, including the status of the distributed campaign
activities and assignment by activity owner.

/& Report Viewer; Campaign Activity Status - Windows Internet Explorer EI@
4 4 1 of1 B Bl @ 10034 - Find [Nest - % &

Parent Campaign Details
Campaign Name: Mew Product Advertising
Campaign Status:  Active

Campaign Type: Adwertisement

Activities Status Count: 2 Show All

m

Open (100 %, 2)

Activities Assigned 52
4 1, | »

€& Local intranet | Protected Made: Off fa v BU0% -

If you want to see the records that make up the charts in the report, you can click
the Show All link or click the chart directly to see a list of the specific records.

CLEAN UP Close the Campaign Activity Status report.

See Also Chapter 16, “"Using Advanced Find,” discusses in detail the additional reporting
capabilities available in Microsoft Dynamics CRM with Advanced Find and system views.
Chapter 15, “Using the Report Wizard,” provides more information about the additional
reporting capabilities of the Report Wizard.
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Key Points

Campaign activities allow you to track the campaign-specific communications
related to a marketing campaign.

You can assign specific marketing lists to a campaign activity. Not all campaign
marketing lists need to be used in a campaign activity.

When you distribute campaign activities, the activities are created and assigned
to the chosen users or teams to be completed.

You can choose to send email campaign activities immediately when they are
distributed.

You can record a campaign response in several ways. In addition to manually
creating a campaign response, you can record a response by converting a cam-
paign activity, you can allow email responses to automatically create campaign
activities, or you can import campaign responses by using the Import Data Wizard.

Campaign responses can be converted to other Microsoft Dynamics CRM record
types, such as leads, accounts, contacts, opportunities, quotes, or orders.

Microsoft Dynamics CRM includes several reports that let you view the results of
marketing campaigns and campaign activities. Two examples are the Campaign
Performance report and the Campaign Activity Status report.
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10 Tracking Service
Requests

In this chapter, you will learn how to
Create and assign a service request case.
Manage service request activities.
Resolve a service request case.

S N

Cancel and reopen a service request case.

Many CRM system implementations are initiated by sales and marketing teams to build

a shared, central repository of customer sales and order data. In the previous chapters of
this book, you've learned how Microsoft Dynamics CRM can be used to manage marketing
activities, prospective customers (leads), sales opportunities, and orders. Of course, after a
sale is completed, your company’s relationship with the customer does not end! To ensure
that the customer is satisfied with the sale, customer service teams can use the information
gathered during the marketing and sales processes to manage the post-sale relationship
with the customer.

Consider the following scenario: You've just purchased a flight to your favorite vacation
locale from a travel website. The day before you're scheduled to leave, you receive
an email message indicating that your flight has been canceled and that you'll need
to contact the travel website's customer service team for more information. You call
the customer service number listed in the message, only to be routed through three
customer service representatives, explaining your situation to each before someone
finally books you on another flight.

Regardless of the purchase, this scenario is not uncommon when customer support issues
are involved, which is why a system that allows customer service teams to share sales and
support information is such a powerful concept. All communications regarding the support
request can be captured in one location and viewed by everyone on the team to ensure
a speedy resolution. As the archive of service requests accumulates, customer service
managers can identify common issues and trends that can then be used to drive enhance-
ments to the sales process, service, or product development.
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In Microsoft Dynamics CRM, service requests are called cases. A case represents any
request or support incident for a customer. Typically, a case includes a description of
the service issue or problem reported by the customer and the related notes and
follow-up activities that service representatives use to resolve the issue.

Providing an avenue for customers to submit requests or issues during and after the sales
process is critical to ensuring that customers are satisfied and willing to do business with
your company in the future.

In this chapter, you'll learn how customer service teams can create, update, and resolve
cases in Microsoft Dynamics CRM.

Practice Files There are no practice files for this chapter.

Important The images used in this book reflect the default form and field names in
Microsoft Dynamics CRM. Because the software offers extensive customization capa-
bilities, it's possible that some of the record types or fields have been relabeled in your
Microsoft Dynamics CRM environment. If you cannot find the forms, fields, or security
roles referred to in this book, contact your system administrator for assistance.

Important You must know the location of your Microsoft Dynamics CRM website to
work the exercises in this book. Check with your system administrator to verify the web
address if you don’t know it.

Creating and Assigning a Service Request Case

Each case in Microsoft Dynamics CRM contains the details of a customer request or issue,
as well as follow-up dates, resolution steps, and other details. Multiple cases can be tracked
for each customer, and each case has its own follow-up dates and status value. Because of
the flexibility of the case record and the ability to customize forms and fields in Microsoft
Dynamics CRM, cases are often used to track more than just support requests. Examples of
how we've seen cases used include the following:

e Resolving call center support requests from customers of a financial services firm

e Managing concierge requests for top-tier clients of a hospitality provider
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e Tracking safety requests to fix potholes and replace broken streetlights for a
municipal government

e Capturing end-user requests for the CRM system itself
e Tracking warranty requests for residential home sales

In this exercise, you'll create a new case for a customer who is requesting a product
catalog. After creating the case with the appropriate details from the customer, you'll
assign it to a customer service representative.

SET UP Use your own Microsoft Dynamics CRM installation in place of the CRM
sample data shown in the exercise. Use the Windows Internet Explorer web browser
to navigate to your Microsoft Dynamics CRM website before beginning this exercise.

1. In the Service area, click Cases to view the case list.

/& Cases: Active Cases - Microsoft Dynarnics CRM - Windows Intemet Explorer = =R
@u' [t betpsrermn20 timainiine SB520 LSy der/msin asp ~[4+] x| [[= 8ing o -
N ) N S »
G Favorites |y Cases: Active Cases - Microsaft Dynamics CRM ) i = B v ) @& v Pagev Safetyv Took~
48 Microsoft Dynamics CRM Jimsteger @
Cases | View  Chas  Add  Customize
% Delete . 5 = Dshare . _FR =) Export o Excel
=] = U
=] o8 2 &8585, o8 8% #
S| T = 3 Copya Link - 7 Fiter
hews Edit Resolve Cancel  Send Direct Connect Addto Assign | Run Start Run  Import Advanced
se E-mail . Dueue g E-mailalink » Workflow Dialog  Repart. Datar Fing
Records Actions Collaborate Process Data
Service o[ G- Bet Started with Cases
s A case s an issue or problem reported by a customer and the actiities used to resolve it.
ervice Calendar
sl Cases 1. Import 2. Use
2 Accounts + Import fram Files 5 About Activities
84 contacts ] & Abaut Importing & About Contracts
[ Arctes Cvenew | Video 4 Customize Cases
[#] contracts
@ Products -
% Senvices Cases: Active Cases + [Searcn for recoras o
Goals
Goal Metrics [l | Title | case Number | Priarity | Created On 2 <
i Rallup Queries [V]pl Awerage order shipment time [sample CAS-01015-GT17K4 MNormal WA I g
<)l Complete overhaul required (sample) CAS-01017-M7B1Ng High w2t 1l | o
"[C]gEl Contactinformation required (sample] CAS-01000-Y3FEN1 Low 11/2/2010 8:00 i
[T Contactinformation required (sample) CAS-01018-B161VT Marmal 11/8/2010 12:00 %
[/l Damaged (sample) CAS-01001-TIGIWS High 11762010 1000 | &
= =
Damaged during shipment (sample] CAS-01014-Q1M3CT Low 117672010 12:0C 2
T - Dif g g shipment (sample) Q .2
(gl Defective item delivered (sample) CAS-01002-H25213 High wrz e ¢ 2
(5 sales I8l Delivery never arrived (sample] CAS-01003-F2C501 Low 11¢5/2010 8:00 %
B Markeling I Delvery never anivedt ample) CAS-01020-D6Z30 High 12000 1200 | ¢
gl Faultyitem (sample] CA5-01024¥5D 3V Normal 11/8/2010 8:1%
ﬂ Service [l gl venrn Aneasbiin taammnlal F0C 0ANNASORENE  Nlaumsl 41rcmnn 1qund T
4 »
] settings
1- 24 of 24 [1 selected) Page 1
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2. On the ribbon, on the Cases tab, click the New button to launch the New
Case form.
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3.
4.

5.
6.

7.
8.
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In the Title field, enter the following text description: Product Catalog Request.

Click the Lookup button next to the Customer field, and select an account.

Tip Each case must be related to a customer account or contact. In addition to
customers, cases can also be rela