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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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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:

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

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

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

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

●	 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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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.
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 
elements

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

 

(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.
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	 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.

 

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

❍	 You’ll be taken to the Register A New Account page.

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

❍	 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.
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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.

 

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

 

	 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:  
Working with Accounts and Contacts

Orders1.xlsx

Chapter 18: 
Bulk Data Importing

ContactImport1.csv
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Book Support

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.
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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:

●	 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.

●	 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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You can click any topic to display the corresponding information.

	 2.	 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. 

	 3.	 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.

	 4.	 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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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

http://support.microsoft.com
http://support.microsoft.com/gp/selfoverview/
https://rc.crm.dynamics.com/rc/2011/en-us/online/default.aspx
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	 1	 Introduction 
		  to Microsoft  
		  Dynamics CRM
In this chapter, you will learn how to:

✔	 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.

http://
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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.

www.allitebooks.com
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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:

●	 Sales

●	 Marketing

●	 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
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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:

●	 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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●	 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.
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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:

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

●	 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.

●	 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:

●	 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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●	 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.

●	 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.

●	 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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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.

	 4.	 Click Sign in.

The Dashboards page of Microsoft Dynamics CRM Online appears.

http://crm.dynamics.com
http://
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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:

●	 Logging on from your corporate network

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

	 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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	 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. 
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.

	 2.	 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. 

	 3.	 In the folder list, expand the Workplace folder.

	 4.	 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.

www.allitebooks.com
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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.

	 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.

http://sonoma3.crm.dynamics.com
http://sonoma3.crm.dynamics.com/m
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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.

After you log on, you will see the Mobile Express interface of Microsoft Dynamics CRM. 
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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
●	 Microsoft Dynamics CRM is a web-based application that lets businesses easily 

track and manage their customer data.

●	 The three modules of Microsoft Dynamics CRM are Sales, Marketing, and Service.

●	 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.

●	 Microsoft Dynamics CRM integrates with other Microsoft products such as Word, 
Excel, Microsoft Lync, and SharePoint Server. 
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	 2	 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.
✔	 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.
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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.

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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●	 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.
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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.

www.allitebooks.com
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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.
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	 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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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:

●	 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. 

	 3.	 Locate the State/Province field, and type Illinois 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.

http://


	 Using Quick Find to Search for Records in a View    31

●	 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.

●	 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. 

●	 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.

●	 If 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 
C in 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.

	 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.

	 2.	 Click the view selector and select Active Accounts.

	 3.	 On the ribbon, click the View tab.

	 4.	 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.

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

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

	 7.	 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.

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

	 9.	 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.

www.allitebooks.com

http://
http://www.allitebooks.org


	 Using Lookups and Automatic Resolution    35

	 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.

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.
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You can visually determine that a field is a lookup because:

●	 The text in the field is hyperlinked (blue and underlined).

●	 There is an icon to the left of the text that indicates the entity of the linked record.

●	 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:

●	 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.

●	 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.

●	 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.

http://


	 Using Lookups and Automatic Resolution    37

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.

	 5.	 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.

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

	 7.	 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.

	 8.	 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.
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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
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.

On the General tab, you can specify the following:

●	 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. 

●	 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.
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●	 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.	 On the ribbon, click the File tab. 

	 2.	 Click Options.

The Set Personal Options dialog box appears.

	 3.	 Click the Workplace tab.

	 4.	 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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	 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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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 
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.”
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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
●	 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.

●	 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.

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

●	 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.

●	 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.

●	 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.

●	 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.

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

	 1.	 In the Sales area, click Accounts.

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

	 3.	 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.

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

	 5.	 In the City field, enter Chicago. 

	 6.	 In the State/Province field, enter IL.

	 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.
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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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	 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.

	 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:

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

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

●	 Create 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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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.	 Navigate to Accounts and open the Sonoma Partners record.

	 2.	 In the entity navigation pane, click the Contacts link.

	 3.	 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.

	 4.	 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.

	 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
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 
Orders1.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.

	 3.	 Click Browse and navigate to the Chapter03 folder. 

	 4.	 Select Orders1.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 Orders1.xlsx 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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	 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.
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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:

●	 A contact has changed companies or does not work for the account anymore.

●	 An account has gone out of business.

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

●	 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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	 3.	 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.

	 4.	 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.

	 5.	 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.

	 6.	 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.

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

	 8.	 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.

	 7.	 Click OK.

Microsoft Dynamics CRM updates the security permissions and closes the sharing 
window. 

http://


	 Assigning Accounts and Contacts to Other Users    61

	 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:

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

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

●	 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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	 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. 

	 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.

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

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

	 6.	 Click the OK button to close the webpage dialog box.

	 7.	 On the ribbon, click Save and Close.

	 8.	 In the Sales area, click Contacts.

	 9.	 In the Quick Find text box, enter Burton, and then press Enter.
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Microsoft Dynamics CRM lists the contact you just created and the Ben Burton 
contact record you created previously in this chapter.

	 10.	 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.

	 11.	 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.

	 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.
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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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	 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.
✔	 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:

●	 Record the phone calls to and from a particular person or account.

●	 Track customer service calls regarding a product or service.

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

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

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

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

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

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

●	 Letter  Use this to record the mailing of a physical letter or document.

●	 Fax  Use this to record a received or sent facsimile.

●	 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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●	 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.

●	 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.

●	 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.”
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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:

●	 Account

●	 Campaign

●	 Campaign Activity

●	 Case

●	 Contact

●	 Contract

●	 Invoice

●	 Lead

●	 Opportunity

●	 Order

●	 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.

	 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.

	 9.	 Click the Save button to create the task.
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	 10.	 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.

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

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.

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

	 13.	 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.
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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:

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

●	 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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	 3.	 Select Incoming near the top of the form. 

Microsoft Dynamics CRM automatically switches the values in the Sender and 
Recipient fields. This direction field indicates whether you placed the call or the 
contact called you.

	 4.	 In the Subject field, type Spoke with customer.

	 5.	 On the ribbon, click Save.

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

●	 Open

●	 Scheduled

●	 Completed

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

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

	 3.	 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.

	 4.	 In the Due field, select a date two months from today.
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	 5.	 Click the Save and Close button.

The window closes and you are returned to the Sonoma Partners account record.

	 6.	 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.

	 7.	 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.

	 8.	 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.

	 9.	 In the Subject field, enter Task Regarding Contoso Due Today.

	 10.	 In the Due field, select today’s date.
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	 11.	 Click Save and Close.

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

	 12.	 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.

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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Creating a Note
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.

	 2.	 On the ribbon, click the Add tab and then click the Add Note button. A new window 
will launch.

	 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.

	 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.

	 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.

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.

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.

	 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.

mailto:info@sonomapartners.com
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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.

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

A new window opens.

	 4.	 Select the Contact Reconnect template. Leave the other options set to the defaults.

	 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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	 5	 Using Microsoft 
		  Dynamics CRM  
		  for Outlook
In this chapter, you will learn how to

✔	 Access CRM records within Microsoft Dynamics CRM for Outlook.
✔	 Access CRM settings within Microsoft Dynamics CRM for Outlook.
✔	 Synchronize contacts, tasks, and appointments between Microsoft Dynamics CRM 

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.

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.
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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:

●	 Microsoft Dynamics CRM for Outlook

●	 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.

 

●	 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.

●	 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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●	 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. 

●	 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.

●	 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. 

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

●	 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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	 5.	 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.

	 6.	 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 
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. 

 

	 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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	 11.	 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).

	 12.	 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.

 

	 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 personal 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. 
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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.

 

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.
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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.

 

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.
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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.

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

	 2.	 Enter Chris Perry as the contact name.

	 3.	 Click the Track button.

	 4.	 Click the Set Parent button and, on the menu that appears, click Account.

A Microsoft Dynamics CRM lookup window opens.

	 5.	 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.

http://


	 Creating and Tracking Contacts    107

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.

	 6.	 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.

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

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

	 9.	 In the navigation pane, click Contacts.

The Chris Perry record appears and is linked to this account.

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

	 11.	 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.

	 12.	 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.

	 13.	 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.

	 14.	 Click the Save and Close button.

	 15.	 Close Internet Explorer.
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	 16.	 In Outlook, click the File tab, and then click CRM. Click the Synchronize button, 
and then click the Synchronize option that appears on the submenu.

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.

 

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.

	 2.	 Click the Import Contacts button, and click Add Contacts on the submenu. 

Microsoft Dynamics CRM for Outlook launches the Add Contacts wizard.

	 3.	 Click Next.

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.)
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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.

 

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. 

	 5.	 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:

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

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

❍	 Red  At least one contact already exists in Microsoft Dynamics CRM.
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	 6.	 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.

	 7.	 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.

	 8.	 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.
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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. 

 

	 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:

●	 Insert a CRM email template.

●	 Insert a CRM knowledge base article.

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

	 2.	 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.)

	 3.	 In the Subject field, enter Test Message.

	 4.	 On the ribbon, click the Track button. The CRM tracking pane will appear.

	 5.	 Click the Set Regarding button, and then select More.

A Microsoft Dynamics CRM lookup window opens.

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

	 7.	 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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	 8.	 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.

 

http://


	 Sending and Tracking Email Messages in Microsoft Dynamics CRM for Outlook    117

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.

	 9.	 For this exercise, click Marketing communication unsubscribe acknowledgement. 

 

	 10.	 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. 

	 11.	 Click the Send button.

	 12.	 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.

	 13.	 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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	 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 
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.

Record Type Action Record State Result
Contact Delete in Microsoft 

Dynamics CRM
Any Deleted from Outlook for all 

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 
Dynamics CRM

Pending (not com-
pleted in Outlook)

Deleted from Outlook.

Task Delete in Microsoft 
Dynamics CRM

Past (completed in 
Outlook)

Remains in Outlook.

Task Delete in Outlook Pending (open  
in Microsoft  
Dynamics CRM)

Deleted from Microsoft 
Dynamics CRM.

Task Delete in Outlook Past (completed or 
canceled in Microsoft 
Dynamics CRM)

No change in Microsoft 
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.
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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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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.	 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.

 

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.

	 2.	 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.

	 3.	 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.

	 4.	 Click the Go Online button to reconnect to the Microsoft Dynamics CRM server.

http://localhost:2525
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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.

 

Two common modifications to the default local data groups are:

●	 Including all reports to run offline, because the default local data group downloads 
only the reports you own to the offline database.

●	 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. 

 

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.

	 1.	 On the Outlook ribbon, click the File tab, and then click CRM.

	 2.	 Click the Synchronize button, and then click the Outlook Filters option that appears 
on the submenu. The Outlook Filter dialog box appears.

	 3.	 In the picklist, select Offline Synchronization Filters.

	 4.	 In the grid toolbar, click the New button. The New Filter dialog box appears.

	 5.	 In the Look For picklist, select Contact.

	 6.	 Click the Select link, and choose Modified By. 

	 7.	 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. 

	 8.	 In the text field that appears, enter 30.

 

	 9.	 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.

	 10.	 Click the Close button in the upper-right corner to close the window.

	 11.	 Click OK to close the Outlook Filter window.

	 12.	 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.
✔	 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. 
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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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Each organization defines its own lead qualification criteria, but typical qualifying 
questions asked by businesses include:

●	 Is the lead located in a geographic region that we sell to?

●	 Does the lead fit the financial profile of customers that we sell to?

●	 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.

●	 Account

●	 Contact

●	 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.

	 3.	 The New Lead form launches. In the Topic field, enter New Lead – Mike Snyder.
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	 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.

	 8.	 On the ribbon, click the Save and Close button.

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.
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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.

	 8.	 On the ribbon, click the Save button.

	 9.	 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:

●	 Understand the sales pipeline.

●	 Evaluate the performance of individual sales representatives.

●	 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.

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 
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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.

	 4.	 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.

	 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:

●	 Opportunities closing next month.
●	 Opportunities opened last week.
●	 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:

●	 The Sales Activity dashboard

●	 The Sales Performance dashboard

●	 The Top Customers chart

●	 The Sales Leaderboard chart

●	 The Deals Won vs. Deals Lost chart

●	 The Sales Pipeline report

●	 The Lead Source Effectiveness report

●	 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.

	 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.

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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	 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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	 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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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 record.
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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.
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	 5.	 In the First Name field, enter Jim.

	 6.	 In the Last Name field, enter Steger.

	 7.	 In the Company field, enter Sonoma Partners.

	 8.	 In the E-mail Address field, enter someone@example.com.

	 9.	 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
●	 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.

●	 You can track activities such as tasks, phone calls, email messages, and appointments 
related to leads and opportunities.

●	 You convert leads to mark them as qualified or disqualified.

●	 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.

●	 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.

●	 An opportunity includes data about the potential sale such as sales representative, 
estimated close date, probability, and estimated revenue.

●	 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.

●	 You close an opportunity as won or lost to indicate whether or not the customer 
decided to purchase your products or services.

●	 You can reopen an opportunity after closing it.

●	 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.
✔	 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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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.”

In this exercise, you will create a static marketing list of customer contacts who reside in 
the state of Illinois.

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.

	 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. 

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. 

	 4.	 Click the Save and Close button.
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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. 

Tip  If you do not see the Manage Members button, check to make sure that you 
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.

	 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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	 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 Illinois 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. 
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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 
Illinois 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.

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.

http://


	 Removing Members from a List by Using Advanced Find    159

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.

	 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. 
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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 Illinois 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.

	 3.	 In the entity navigation pane, click Marketing List Members.

	 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.

	 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.

	 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 Illinois. 
If some of the members added previously have moved and no longer live in Illinois, you 
will need to remove them from the list manually. 

In this exercise, you’ll evaluate the marketing list members for the Illinois Contacts list to 
ensure that only those contacts with an Illinois 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.

	 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.

	 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.
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In this exercise, you will remove individual members from your Illinois 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.

	 2.	 Double-click the Illinois Contacts marketing list created earlier in this chapter.

	 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.

	 5.	 On the ribbon, click the Remove from Marketing List button.

A confirmation page appears.

	 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
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 Illinois.

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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	 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.
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	 7.	 Click the Find button to examine the results of your query.

	 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 Illinois 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 Illinois 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.

	 5.	 In the ribbon’s Actions group, click the Add to Another Marketing List button.

	 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 Illinois Seminar Invites marketing list.
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	 9.	 Select the Illinois 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 Illinois 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.

	 5.	 In the ribbon’s Actions group, click the Create Opportunities button.

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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	 6.	 In the Create Opportunity for Marketing List Members dialog box, complete all 
required fields.

	 7.	 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 
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 
button.

	 4.	 In 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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	 5.	 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.

	 6.	 Back in the Microsoft Dynamics CRM Mail Merge for Microsoft Office Word 
dialog box, click OK.

	 7.	 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.

	 8.	 In Word, click the Add-Ins tab, and then click the CRM button.
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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. 

	 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.
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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.
✔	 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.
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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:

●	 Determining the anticipated costs and expected results of the campaign.

●	 Creating and approving the copy for the welcome letter and email message.

●	 Defining customers to be included in the loyalty program.

●	 Coordinating the graphics and delivery of the letters and email messages with 
vendors or your IT staff.

●	 Actually sending the campaign-related content to your customers.

●	 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.
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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.

	 2.	 On the ribbon, click the New button. 

The New Campaign form opens.

	 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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	 4.	 Click the Save button to create the campaign. 

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: 

●	 Contacting your direct mail vendor.

●	 Creating and approving copy.

●	 Creating a target list.

●	 Printing literature.

●	 Approving the offer.
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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.

	 4.	 On the ribbon, click the Add New Activity button, and then click Task on the 
submenu.

	 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 Illinois 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 
Illinois Contacts marketing list you created in Chapter 7. If you cannot locate 
the Illinois 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 
Marketing List.

	 5.	 Look for the Illinois 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.
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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.

	 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.	 In the Marketing area, click Campaigns.

	 2.	 Open the New Product Advertising campaign record you created earlier in this 
chapter, if it is not already open.

	 3.	 In the entity navigation pane, click Target Products.

	 4.	 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.

	 5.	 Select one or more products to associate with your campaign, and then click OK.

The Target Products window opens, showing the product you selected.

	 6.	 In the entity navigation pane, click Sales Literature.
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	 7.	 On the ribbon, click the Add Existing Sales Literature button.

The Look Up Records dialog box opens, with the Look For field automatically set to 
Sales Literature.

	 8.	 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. 

	 9.	 In the Title field, enter Product Pricing, and choose a subject from the Subject 
field. Then, in the Type field, choose Price Sheets.

	 10.	 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.

	 11.	 Click OK to associate the Product Pricing sales literature record with your campaign.

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-
paigns to measure the effectiveness of the entire branding effort.
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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.	 In the Marketing area, click Campaigns.

	 2.	 Open the New Product Advertising campaign you created earlier in this chapter, if 
it is not already open.

	 3.	 In the entity navigation pane, click Related Campaigns.

	 4.	 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.

	 5.	 Click the New button to create a new campaign. 

	 6.	 In the New Campaign form, in the Name field, enter Co-branding with the large 
retailer ‘More Bikes!’.

	 7. 	Click Save and Close to create the new campaign.

	 8. 	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.

 CLEAN UP  Close the campaign record.
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Creating Campaign Templates
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 
you want to preserve for future use.

From the campaign record, use Copy As Template 
to create a template record that can be used for a 
later campaign.

You want to create a campaign that’s 
similar to an existing campaign for  
immediate use.

From the campaign record, use Copy As Campaign 
to create a new campaign record that can be used 
immediately.

You want to create a new campaign 
from an existing campaign template.

Open the campaign template and use Copy As 
Campaign to create the new campaign record.

You want to create a similar campaign 
template from an existing template.

Open the campaign template and use Copy As 
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.

	 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 
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.	 In the Marketing area, click Leads.

	 2.	 Select a few lead records.

Tip  You can select multiple records by holding the Ctrl key while clicking the records.

	 3.	 Click the Add ribbon tab, then click the Quick Campaign button. 

	 4.	 Choose For Selected Records from the submenu.

The Create Quick Campaign Wizard form opens.

	 5.	 The first step of the Create Quick Campaign Wizard describes the steps you are 
about to take. Click Next to continue.

	 6.	 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.

	 7.	 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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	 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.
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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.

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 
		  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.
✔	 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.
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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.

 

	 4.	 On the ribbon, click the Add New Campaign Activity button.
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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.

 

	 7.	 On the form ribbon, click the Save and Close button to create the campaign 
activity. 
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	 8.	 On the ribbon on the Campaign Activities screen, click the Add New Campaign 
Activity button.

	 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.

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.”
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Associating a Marketing List to a Campaign Activity
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.

 

	 4.	 On the ribbon, click the Add Existing Marketing List button.

The Look Up Records dialog box appears.
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	 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. 
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	 6.	 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.	 In the entity navigation pane, click Campaign Activities. 

	 8.	 Open the New Product Introduction Email Message campaign activity.

	 9.	 In the entity navigation pane, click Target Marketing Lists.

	 10.	 On the ribbon, click the Add From Campaign button.

	 11.	 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.

 

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.
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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. 

	 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 Email Message campaign activity.

	 5.	 Click the Distribute Campaign Activity button. The New E-mails window opens.
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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.

 

	 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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	 12.	 Click Distribute.

The Distribute Phone Calls To Target Marketing Lists dialog box appears.

	 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.
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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:

●	 Manually create a campaign response record.

●	 Close a campaign activity as a response.

●	 Automatically create a campaign response for email replies.

●	 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.

	 2.	 Open the New Product Advertising campaign.

	 3.	 In the entity navigation pane, click Campaign Responses.

	 4.	 Click the Add New Campaign Response button. 
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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.

	 5.	 Enter a subject, select an existing customer, and then click the Save button.

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.
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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.
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	 6.	 Open one of the phone call activities in the list.

	 7.	 On the ribbon, in the Convert Activity group, click the Promote to Response button.

The Campaign Response form appears. Notice that many of the fields are populated 
based on the campaign activity you used for the conversion.

	 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 conversion 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.

	 4.	 Open any open Campaign Response record.

	 5.	 On the form ribbon, click the Convert Campaign Response button.

The Close And Convert The Response dialog box appears.

http://


	 Converting a Campaign Response    211

 

	 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.
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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
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. 
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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. 

 

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.
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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.

 

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.
✔	 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:

●	 Resolving call center support requests from customers of a financial services firm

●	 Managing concierge requests for top-tier clients of a hospitality provider
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●	 Tracking safety requests to fix potholes and replace broken streetlights for a 
municipal government

●	 Capturing end-user requests for the CRM system itself

●	 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.

 

	 2.	 On the ribbon, on the Cases tab, click the New button to launch the New 
Case form.
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	 3.	 In the Title field, enter the following text description: Product Catalog Request.

	 4.	 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 related to service contracts and products.

	 5.	 Select a Subject category for the case.

	 6.	 Set the Case Origin field to Phone to indicate that the customer called with this 
request.

	 7.	 Set the Case Type field to Request.

	 8.	 On the Case tab of the ribbon, click Save to create the case.
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Tip  Microsoft Dynamics CRM automatically assigns a number to each case when it is 
first saved. Case auto-numbering can be configured by system administrators in the 
Administration section of the Settings pane. By default, each case will be created with  
a three-character prefix (CAS), a four-digit code, and a six-character identifier—for 
example, CAS-01028-H6R6J6.

	 9.	 On the Case tab of the ribbon, in the Collaborate group, click the Assign button 
to assign the case to a customer service representative.

	 10.	 In the Assign to Team or User dialog box, select Assign to another user or team 
and use the Lookup button to select another user record.

 

	 11.	 Click OK to assign the record to the selected user.
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Configuring the Subject Tree

Subjects are categories that are used to organize products, sales literature, cases, 
and knowledge base articles in Microsoft Dynamics CRM. Consider the subject 
tree as an index of topics related to your business. A hierarchical subject tree  
can be used in Microsoft Dynamics CRM to categorize your business informa-
tion. Because subject categories are applied across sales and service records,  
it’s important to consider the best categories for your business when configuring 
your Microsoft Dynamics CRM system.

 

Your subject tree might be aligned to your products or business divisions, or per-
haps you want to track customer invoicing questions without relating them to a 
specific product or service. The following table includes sample subject trees for 
different industries. 
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Business Type Sample Subject Tree
Financial services firm  Brokerage services

     Product A
        + Client relations
        + Confirmations
        + Settlements
    + Product B 
+ Financial planning
+ Foreign exchange

Software consulting company + Billing
 Product support

    + Product A
    + Product B
+ Sales and marketing
+ Service agreements

 Services
    + Application development
    + Consulting

Residential real estate developer + Buyers 
 Conversion management 

    + Tenants
+ Marketing materials 

 Projects 
     Property A 
        + Units
        + Other inventory
        + Warranties
    + Property B

The subject tree is accessed and updated from the Business Management section 
of the Settings area in Microsoft Dynamics CRM. Because the right to create, edit, 
and remove subjects for your organization is considered an administrator function, 
changing the structure of the subject tree is outside the scope of this book. For 
assistance with creating the subject tree in your Microsoft Dynamics CRM environ-
ment, contact your system administrator.
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Managing Service Request Activities
Depending on the complexity of the customer request or issue, it might take a customer 
service representative just a few minutes to resolve a case, whereas more complicated 
cases might take days or even months before they are resolved. Because the workload 
of a customer service team is subject to the requests and support issues created each 
day, it’s important for teams to continuously resolve issues and track progress on new 
issues as they’re logged.

For example, the catalog request example in the previous section has a straightforward 
resolution: The customer service representative will create a task for the fulfillment clerk 
to send a catalog to the customer, and after this has been completed, no additional 
follow-up is required with the customer.

Many requests require more research, either internally or with the customer. After sub-
mitting an initial warranty claim for a malfunctioning stereo system, a customer might  
be asked to speak to a service representative on the phone several times and schedule 
an appointment at a service center before the stereo is fixed. And if it can’t be fixed, the 
customer might be asked to ship the broken stereo to the manufacturer for replacement.

For customer service managers, tracking the steps taken during a case provides a way of 
identifying the best solution to frequently logged issues and managing the amount of time 
each representative spends on a case.

In this exercise, you’ll log a follow-up activity for the case created in the previous section, 
creating a task activity to track time spent on the service request.

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

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 Product Catalog Request case you created in the previous exercise. Open the 
Product Catalog Request case.

	 1.	 On the ribbon, click the Add tab to display additional options for the case.
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	 2.	 In the Activity group, click Task to create a new task related to the case.

Note  Activities can also be created from the Activities view accessed in the entity 
navigation pane of the Case form. See Chapter 4 for more information.

	 3.	 Enter the following in the Subject field: Send catalog to customer.

	 4.	 In the Due field, select a date three business days from today’s date.

	 5.	 Set the Duration field on the Task form to 15 minutes. The duration is the antici-
pated time the task will take to complete.
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	 6.	 Click the Mark Complete button to mark the task as completed.

After the status of the task is updated to Completed, the Task form automatically 
closes.

Resolving a Service Request Case
As customer service teams work toward resolving service request questions and incidents, 
it’s important to maintain an accurate status value for each case to ensure that new cases 
are addressed in a timely manner and worked on until a resolution is identified. When a 
case is resolved to the customer’s satisfaction, customer service representatives can update 
the status of the case to Resolved, which will maintain the case record in the Microsoft 
Dynamics CRM database but remove it from the active case view.

Before a case can be marked as resolved, all open, related activities must be completed 
or canceled. The duration value of each completed activity regarding the case will be 
totaled when the case is resolved, so customer service managers can track the amount  
of time spent working on the case.

In this exercise, you’ll mark the case created in a previous exercise as resolved. 

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 Product Catalog Request case you created earlier in this chapter. Open the 
Product Catalog Request case.

	 1.	 On the Case tab of the ribbon, in the Actions group, click the Resolve Case button 
to resolve the case.

Important  A case cannot be resolved until all open activities regarding the case 
have been closed. Before resolving the case, make sure all activities for the case have 
been marked as Completed or Canceled.

	 2.	 In the Resolve Case dialog box, enter Catalog sent to customer in the Resolution 
field and leave 15 minutes selected in the Billable Time field.
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Note  By default, Microsoft Dynamics CRM includes only one status option for the 
Resolved case status: Problem Solved. This value will automatically appear in  
the Resolution Type field in the Resolve Case dialog box. The customization tools  
in Microsoft Dynamics CRM can be used to modify status reason values for cases  
to match your business needs. Contact your system administrator for assistance.

	 3.	 Click OK to update the case status to Resolved. 

All fields will be saved and made read-only on the form. Microsoft Dynamics CRM 
automatically creates a Case Resolution activity that stores the details of the reso-
lution in the case’s closed activities.

	 4.	 In the entity navigation pane for the case, click Closed Activities to view the 
completed activities for the case.
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	 5.	 Open the Case Resolution activity. Note that the resolution and total time for the 
case are stored in the history for reporting and analysis.

 

Canceling and Reopening a Service Request Case
There will be times when a case drops off the customer’s priority list or the customer 
resolves an issue internally. Imagine a situation in which a customer submits a warranty 
claim for a refrigerator he recently purchased. The day after the case was logged with the 
appliance company’s customer service team, the company issues a recall of the customer’s 
refrigerator model, having seen several similar cases logged against it in previous months. 
The customer service team sets up a new case tracking category to manage recall requests 
and logs a new case under it for the customer. To prevent the initial case from remaining 
in the customer service team’s active case list, the case is canceled. Canceled cases are de-
activated so that all fields on the form are read-only, but these cases can still be searched 
and referenced as necessary. Sometimes the reverse happens—a case that was previously 
resolved or canceled is reopened if the issue reoccurs for the customer. Resolved and can-
celed cases can be reactivated in Microsoft Dynamics CRM so that customer service teams 
can continue working with them. Software development companies often have cases that 
require ongoing customer input; these cases might be canceled if no response is received 
from the customer for a long period of time. In this example, the case could be reopened 
in Microsoft Dynamics CRM if the customer contacts the support team at a later date. 

In this exercise, you’ll mark a case as Canceled and then reopen it.
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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.

	 1.	 In the Service area, click Cases, and then in the on the Cases tab of the ribbon, 
click New to create a new case.

	 2.	 In the New Case form, type or select values in the required fields, as follows:

Field Value
Title Unable to register new software licenses
Customer Sonoma Partners, or any account in your system
Subject Default Subject, or any subject in your system

 

	 3.	 Click Save to create the case.
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	 4.	 In the Actions group on the ribbon’s Case tab, click the Cancel Case button.

	 5.	 In the Case Cancel Confirmation dialog box, select the appropriate status reason 
for the cancellation, and then click OK to confirm that you want to cancel the case.

 

After you click OK, the case will update to Canceled status and all fields on the 
case form will be read-only.

	 6.	 In the Actions group on the ribbon’s Case tab, click the Reactivate button.

	 7.	 In the Reactivate the Selected Case dialog box, click OK to reactivate the case.

 

This will update the case to Active status, and all the fields in the form will again be 
editable.

CLEAN UP  Close the case record.
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Key Points
●	 A case represents any service request or support incident for a customer in 

Microsoft Dynamics CRM. Customer service teams can use cases to manage  
customer requests and problems.

●	 Customer service managers can analyze case data to identify frequently occurring 
customer issues, improve product or service offerings, and streamline the time it 
takes service representatives to resolve issues.

●	 By default, Microsoft Dynamics CRM requires that a case be assigned a Subject 
value. The subject tree allows you to categorize sales and support records in 
Microsoft Dynamics CRM and should be configured by a system administrator.

●	 Follow-up activities ensure that steps are taken to resolve a case. A follow-up activ-
ity might be a simple task to send a catalog or update a customer’s address, or it 
could be more involved, such as a series of phone calls with the customer, service 
appointments, or research tasks.

●	 By tracking activities to a case, customer service managers can add the duration of 
each completed activity to the total time spent on the case. This total is automati-
cally calculated in the Resolve Case dialog box.

●	 Maintaining the status value of each case accurately is important to ensure that 
new issues are addressed in a timely manner and resolved as quickly as possible.

●	 Cases can be marked as Resolved or Canceled to remove them from the active case 
list. Updating a case to Resolved or Canceled status makes the case read-only in 
Microsoft Dynamics CRM; however, cases with these statuses can be reactivated as 
needed—for example, if the customer reports the problem again or if additional 
edits to the case are necessary.
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	11	 Using the 
		  Knowledge Base

In this chapter, you will learn how to
✔	 Create and submit a knowledge base article.
✔	 Publish a knowledge base article.
✔	 Search for a knowledge base article.
✔	 Remove an article from the knowledge base.
✔	 Create knowledge base article templates.

In the previous chapter, you learned how to manage service requests in Microsoft 
Dynamics CRM. Whether your organization tracks the questions, comments, and problems 
submitted by your customers as cases in Microsoft Dynamics CRM or elsewhere, over time 
there will probably be common themes or patterns in the service requests. This should 
make recurring cases easier to resolve, but often the organizational knowledge collected 
in service requests is lost in the sheer volume of cases managed by each representative. 
Another challenge in retaining experience and organizational knowledge on customer 
service teams is the high turnover common on many teams.

Beyond quantitative analysis of case-related metrics—such as the number of cases 
per customer or the average time it takes to resolve a case—customer service teams 
can benefit from a qualitative repository of case summaries, whittled down to include 
the information that will help the team respond to future service requests quickly and 
accurately. Combined, the qualitative and quantitative stores of data can become a 
powerful source for improving service to customers and driving sales, marketing, and 
product development processes to better meet customers’ needs.

In this chapter, you’ll learn how to build a knowledge base—a collection of articles in 
Microsoft Dynamics CRM that can be referenced by customer service representatives 
when they are answering questions about an organization’s products or services. Articles 
are text based and can include product user guides, summaries of recurring problems and 
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their solutions, and frequently asked questions (FAQs) assembled by the customer service 
team. Any information that can be used to quickly answer questions from customers, 
prospects, and other parties can be stored in your organization’s knowledge base.

Like service request cases, knowledge base articles are assigned a subject, tying knowledge 
base articles to the same business categories used to group other sales and service records 
in Microsoft Dynamics CRM. For articles, subjects also provide the user with a quick way to 
search for information on a particular topic, even if the specific article title is not known. 
Because a subject value is required for each article, you should make sure that your subject 
tree is configured before you create an article. For assistance with creating the subject tree 
in your Microsoft Dynamics CRM environment, contact your system administrator.

See Also  For more information about subject trees, see the “Configuring the Subject 
Tree” sidebar in Chapter 10, “Tracking Service Requests.”

Tip  Although many fields can be marked as optional instead of required in Microsoft 
Dynamics CRM forms, the Article form cannot be modified. However, during the instal-
lation process, a “default subject” value is created in the subject tree. You can select this 
default subject value on articles prior to configuring your subject tree, if necessary.

A well-organized knowledge base can reduce the amount of time customer service 
representatives spend searching for answers and reference documents on behalf of 
customers. 

In this chapter, you’ll learn how to build a knowledge base by creating, publishing, 
searching for, and modifying articles 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.
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Creating and Submitting a Knowledge Base Article
In addition to a subject value, each article contains a title, a list of search keywords, 
and the content, which varies by article template. You’ll learn more about configuring 
article templates later in this chapter. For this first exercise, you’ll use one of the tem-
plates included with Microsoft Dynamics CRM.

Knowledge base articles are not assigned to customers; instead, the information contained 
in each article is typically applicable to a subset of customers—or even all customers. In 
this exercise, you’ll create a new article detailing a product recall and then submit it to 
the customer service manager for review.

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 CSR Representative security role or another role with 
privileges to create, read, and write knowledge base articles.

	 1.	 In the Service area, click Articles to view the knowledge base articles.

 

	 2.	 On the Articles tab of the ribbon, in the Records group, click the New button.

The Select A Template dialog box appears.
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	 3.	 In the dialog box, select the Procedure template and then click OK.

	 4.	 In the Title field in the New Article form, enter Mountain Bike Frame Recall.
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Tip  As you update the Title field, your title will automatically update in the article’s 
text editor.

	 5.	 In the Subject field, select Default Subject or any other subject in your system.

See Also  For more information about subject trees, see the “Configuring the Subject 
Tree” sidebar in Chapter 10.

	 6.	 In the Keywords field, enter the following: recall, safety, warranty.

Tip  Keywords allow users to quickly find articles. Even though Microsoft Dynamics 
CRM does not require you to provide keywords, consider entering common words or 
phrases relevant to your article.

	 7.	 In the article text editor, click the text under the Purpose & Scope section heading 
and enter the following: SAFETY NOTICE: All 52 Mountain Frames are being 
recalled due to possible frame failure. For your safety, contact Customer 
Service or any Adventure Works Cycles dealer if your bike has a size 52 
mountain frame.

Tip  The instruction text is automatically hidden when you begin typing in each 
section.

	 8.	 In the Procedure section, enter the following: Registered customers who provided 
a warranty card and serial number have received a safety notice about the 
recall. Bikes can be returned for a replacement frame at any Adventure Works 
Cycles dealer.

	 9.	 Click the Save button to create the article.
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Tip  When an article is saved for the first time, it will automatically be assigned an 
article number. Article auto-numbering can be configured by system administrators in 
the Administration section of the Settings area. By default, each article will be created 
with a three-character prefix (KBA), a five-digit code, and a six-character identifier—for 
example, KBA-01004-P7Q9X3. If you have security rights to modify auto-numbering 
settings in your Microsoft Dynamics CRM system, you can modify the article prefix 
applied to each new article.

	 10.	 Click the Submit button in the Actions group on the Article ribbon tab to move 
the article into the Unapproved view so that it can be reviewed by a customer 
service manager.

CLEAN UP  Close the new article record created in the exercise.
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Publishing a Knowledge Base Article
After you have created a knowledge base article in Microsoft Dynamics CRM, the article is 
saved as a draft. When you submit the article, it is moved to an Unapproved article view so 
it can be reviewed by a customer service manager and either rejected for further revisions 
or approved into the searchable knowledge base. A knowledge base article cannot be 
searched by other users before it is published.

When first building your knowledge base, you might ask other members of your team 
to contribute articles. Microsoft Dynamics CRM allows users with the Customer Service 
Representative security role to create and submit knowledge base articles; however, 
additional security privileges are required to approve articles into the Published view, 
where they can be searched and referenced by other users.

Tip  The Publish Articles security privilege can be modified on the Service tab of 
any security role. To grant article publishing rights to a user, contact your system 
administrator.

The submit-and-publish process for articles allows many members of a team to con-
tribute articles, but as a best practice, only a few team members should be able to 
review the articles and publish them into the knowledge base. Those with publishing 
rights should be tasked with making the articles as comprehensive and accurate as 
possible. 

In this exercise, you’ll publish the article submitted in the previous section into the 
knowledge base.

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 CSR Manager security role or another role with privileges 
to publish knowledge base articles, and you need the Mountain Bike Frame Recall 
article you created in the previous exercise.

	 1.	 In the Service area, click Articles.

	 2.	 Select the Unapproved Articles view from the view selector, and then select the 
mountain bike frame recall article without opening it.
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	 3.	 On the Articles tab of the ribbon, in the Actions group, click the Approve button 
to designate the article as approved.

Tip  You can approve multiple articles by selecting all of the articles you want to 
publish and then clicking the Approve button. Alternatively, you can also publish  
an individual article from a submitted Article form.

The Article Approval Confirmation dialog box appears.

 

	 4.	 In the dialog box, click OK.

	 5.	 Change the view back to the Published Articles view and verify that the article is 
displayed there.
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Searching for a Knowledge Base Article
Published articles can be searched for by article text, title, number, or keywords. 
Additionally, you can browse the subject tree to find all articles for a specific sub-
ject. The knowledge base search page can be accessed in two places in Microsoft 
Dynamics CRM: 

●	 In the Service area, by clicking the Articles option in the entity navigation pane 
and then clicking the Search Tools tab on the ribbon

●	 In the Workplace area, by clicking the Articles option in the entity navigation pane 
and then clicking the Search Tools tab on the ribbon

From both locations, Microsoft Dynamics CRM provides the options shown in the following 
table to browse or search for specific articles in the knowledge base in your system.

Search Options Description
Full-Text Search Searches article content based on text you enter. 
Keyword Search Searches articles by the keyword field that the article author com-

pleted. This approach is useful for quickly finding relevant articles, 
but requires the author to properly complete the keywords field.

Title Search Searches article titles based on the text you enter.
Subject Search Searches articles based on the subject you enter.
Article Number Search Searches based on the article number entered.

In this exercise, you’ll submit a keyword search to retrieve the bike frame recall article 
published in the previous exercise.
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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. You need a 
user account that has the Customer Service Representative security role or another 
role with privileges to read subjects and articles, and you need the Mountain Bike 
Frame Recall article you published in the previous exercise.

	 1.	 In the Service area, click Articles to view the article queue.

	 2.	 In the Quick Find field, enter recall as the keyword.

	 3.	 As you begin to enter text in the Quick Find search box, the Search Tools ribbon 
tab displays. Click the Keyword Search button. Leave the Exact Words button 
selected in the Type group.

 

	 4.	 Back near the Quick Find field, click the Search button.

Tip  The Exact Words option limits your search to those articles that match your keyword 
exactly. For example, if you enter “recalls” in your search, Microsoft Dynamics CRM will 
not return an article that has “recall” listed in the keyword field. You can expand your 
search to include articles with keywords that match a portion of your search terms or a 
keyword that is similar to your search terms by clicking the Use Like Words button.
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	 5.	 Double-click the bike frame recall article in the results pane to view the article. 
Note that the article is read-only and cannot be edited.

CLEAN UP  Close the knowledge base article. 

Removing an Article from the Knowledge Base
After an article has been published to the knowledge base, it cannot be edited by any 
users, regardless of their security roles. So what happens when the product guide in-
cluded in an article is updated or the recall period for a product ends? Articles can be 
unpublished from the knowledge base for updates or revisions, or they can be removed 
by being deleted from the database. Each knowledge base article must be in one of 
the three article views in Microsoft Dynamics CRM—Draft, Unapproved, or Published. 
Articles can move from one view to another as follows:

Article View Available Actions to Remove Article from Queue
Draft Submit Moves the article into the Unapproved view for 

management review

Delete Deletes the article record from Microsoft Dynamics CRM

Unapproved Reject Moves the article back to the Draft view for revisions

Approve Moves the article to the Published view so it can be 
searched and referenced by other users 

Delete Deletes the article record from Microsoft Dynamics CRM

Published Unpublish Removes the article from the active knowledge base and 
returns it to the Unapproved view

Tip  The availability of these actions varies based on the security privileges for each 
user. If you do not see one or more of the above options on the Article form’s ribbon, 
you might not have the necessary security privileges to perform that action.

Tip  As articles move through each view, users can add comments to indicate updates 
that need to be made or other notes about the article. The comments are available on 
a tab of the Article form so that users can quickly reference the notes for each article. 
However, the comments are not searchable.
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In this exercise, you’ll unpublish the article approved in the previous section and assign 
it back to the Draft view so it can be updated with additional information about the 
product recall.

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 
Mountain Bike Frame Recall article created and approved earlier in this chapter.

	 1.	 Open the Published Articles view in Microsoft Dynamics CRM.

	 2.	 In the Published Articles view, locate the mountain bike frame recall article.

 

	 3.	 Select the article and, in the Actions group of the Articles ribbon tab, click the 
Unpublish button.

The Article Unpublish Confirmation dialog box appears.
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Tip  This dialog box appears only when you unpublish one or more articles from 
the list view.

	 4.	 Click OK to verify that you want to unpublish the article.

	 5.	 Go to the Unapproved Articles view and open the currently unapproved mountain 
bike frame recall article.

	 6.	 In the Actions group on the Article ribbon tab, click the Reject button to move the 
article to the Draft view so that a customer service representative can update it with 
additional recall information.

	 7.	 When the Provide a Reason dialog box appears, enter the following reason for 
rejecting the article: Update with serial numbers for recall information.

 

	 8.	 Click OK to reject the article and move it back to the Draft view.
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	 9.	 In the Article form, click the Comments tab in the entity navigation pane to verify 
that the rejection note is displayed in the list, so that the customer service represen-
tative knows what updates are needed for the article.

 

	 10.	 Double-click the comment to view the additional details about why the article was 
rejected.

 

	 11.	 Click OK to close the Comment on This Article dialog box.

CLEAN UP  Close the article.
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Creating Article Templates
Microsoft Dynamics CRM includes several templates for formatting knowledge base articles. 
Templates typically contain one or two sections, such as a Question section and an Answer 
section, which provide the people tasked with creating knowledge base articles with con-
tent and formatting guidelines for each article type. You might want to add a section to  
an existing template or even create a custom template to capture knowledge base infor-
mation specific to your organization. Customer service managers can change section 
heading names and add instructional text to article templates, as well as modify the 
font style, size, and color.

For example, assume that the new customer service manager at the bike company 
wants to make sure that part numbers are included for all product articles. To ensure 
that this information is included in the knowledge base articles created by the customer 
service team, the manager will update each template with a new section called Product 
Number.

In this exercise, you’ll create a new product guide template that includes a section 
specifically for the product number.

Important  The CSR Manager security role in Microsoft Dynamics CRM has privileges to 
create and modify article templates. If the role has been altered in your environment or 
you do not have rights to modify the templates, contact your system administrator. Rights 
to modify article templates are configured on the Service tab of each security role.

Tip  If you do not want your customer service team to use one of the templates included 
with Microsoft Dynamics CRM, you can remove the template from the Select A Template 
dialog box that displays when a new article is created. You do this by deactivating the tem-
plate. To deactivate a template, click Templates in the Settings page, and then click Article 
Templates. Select the template you want to remove, and select the Deactivate option in the 
More Actions menu in the grid toolbar.
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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. You need 
a user account that has the CSR Manager security role or another role with 
privileges to create and update article templates.

	 1.	 In the Settings area, navigate to the Templates section, and then click Article 
Templates.

 

	 2.	 On the grid toolbar, click the New button to create a new article template.

Tip  The article template area does not display a contextual ribbon. You will access 
menu options for grid records through the grid toolbar.

	 3.	 In the Article Template Properties dialog box that appears, enter the following 
values:

Field Value
Title Product Guide
Description Details and location of product guide
Language English
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	 4.	 Click OK. The New Article Template form appears.

	 5.	 In the Common Tasks pane on the right side of the form, click the Add a Section 
button.

	 6.	 In the Add a New Section dialog box, enter the following values:

Field Value
Title Product Number
Instructions Specify the product number.

 

	 7.	 Click OK.

	 8.	 Click the Add a Section button again to add a second section to the template.

	 9.	 In the Add a New Section dialog box, enter the following values:

Field Value
Title Product Guide Location
Instructions Enter the URL for the product guide.
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	 10.	 Click OK.

	 11.	 Click the Save button to create the new article template.

 

Tip  The instructions entered in the template will be displayed when new articles 
are created from the template, so use the Instructions field to provide as much 
detail as possible for the people creating your articles. In addition to listing the 
desired content in the Instructions field, you might also consider providing sample 
formatting or other examples.

CLEAN UP  Close the article template.
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Key Points
●	 The knowledge base in Microsoft Dynamics CRM is a store of useful product and 

service information and other resources relevant to your organization.

●	 One objective of the knowledge base is to capture the collective “know-how” of 
the customer service team so that it can be easily searched and referenced by 
other team members when they are answering common customer requests.

●	 Knowledge base articles can include any information that helps customer service 
representatives provide more timely and accurate customer service. Examples  
of article content include user guides, data sheets or schematics for products or 
services, frequently asked questions (FAQs), or summaries of recurring problems 
and their solutions.

●	 Articles are automatically moved through a workflow as they are published in 
Microsoft Dynamics CRM. As they are reviewed, articles are moved between three 
views: Draft, Unapproved, and Published.

●	 Only customer service managers have the right to publish articles into the knowledge 
base so that they can be searched by other users, but customer service representa-
tives can contribute to the knowledge base by creating and submitting articles for 
management approval.

●	 Only published articles are available to other members of the organization. Articles 
with Draft or Unapproved status cannot be searched or accessed by other users.

●	 Knowledge base articles can be searched for by title, keywords, text, subject, 
and article number. The knowledge base search screen can be accessed from  
the Workplace or Service pages in Microsoft Dynamics CRM.

●	 Microsoft Dynamics CRM includes several templates that provide a framework for 
the layout and content of knowledge base articles. Customer service managers 
can create or modify article templates in the Settings section to tailor them to 
the requirements of their organization.
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	12	 Working with 
		  Contracts and  
		  Queues

In this chapter, you will learn how to
✔	 Create a contract template.
✔	 Create a service contract with a contract line.
✔	 Activate and renew a contract.
✔	 Create a queue and assign a case to it.
✔	 Accept a case from a queue.

In previous chapters, you learned about cases and knowledge base articles, which capture 
the customer requests and product information used by customer service teams to address 
support issues. Most of the service requests your company receives are not likely to be 
resolved by referencing a single knowledge base article. Instead, each request is probably 
routed through an involved process that includes verifying a customer’s information 
and service agreement terms, obtaining details about the problem, and escalating to 
the correct customer service representative to resolve the case. Large customer service 
teams typically have several tiers of support resources so that senior-level representa-
tives can focus on complex or advanced issues while level-one representatives take calls 
from customers and verify basic information.

To facilitate the routing process of service requests, Microsoft Dynamics CRM allows 
customer service teams to manage multiple service agreement types and submit cases 
to service queues. Service contracts are agreements that define the support terms 
offered to a customer, either during a specified time period or for a specified number 
of cases or hours. Each contract contains one or more contract lines, which are the line-
item details such as service term, pricing, and other conditions for the services specified 
in the contract. Contracts are valuable if your organization offers support services to its 
customers, because they allow customer service representatives to quickly identify each 
customer’s eligibility for support.
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After verifying that a customer is eligible for customer service, the level-one representative 
creates a case detailing the issue and submits it to the team’s work queue so that another 
representative can research the solution. A queue is a holding bin of open cases and 
activities that need to be completed. Queues can be accessed by multiple members of  
a team so that individuals can accept new work items as they complete old ones.

Contracts and queues are used to manage customer service processes to ensure that 
customer requests are handled efficiently. 

In this chapter, you’ll learn how to create, activate, and renew service contracts for your 
customers and use queues to distribute cases to your customer service team.

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 Service Contract
Even if you don’t work at a call center, your company probably provides some type of post-
sale support to customers. To offset support costs within an organization, many companies 
sell service agreements to customers to ensure that the customer’s questions or problems 
are addressed within predefined terms, such as response time, guarantee of resolution, 
availability, and so on. The terms of a service agreement vary for different organizations 
and industries. For example, a large manufacturing company might offer warranties 
on parts and repair calls, and a professional services firm might offer support for a 
predefined number of incidents or a specified period of time.
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Microsoft Dynamics CRM provides you with the flexibility to set up several different types 
of contract templates, which provide the framework for service contracts. Each contract 
template has an allotment type that indicates the units of service, such as number of cases, 
time, or coverage dates. You can create as many templates as needed in your organization. 
The following table details the components of a contract template.

Field Description
Name The name of the contract template.
Abbreviation An abbreviation of the template name. This is displayed with the 

name when you create a new contract. 
Billing Frequency The invoice frequency for the contract, such as monthly, bimonthly, 

quarterly, semiannually, or annually.
Allotment Type The service units of the contract, which could be in number of 

cases, time, or coverage dates.
Contract Service Level The rating of the customer service level. The default values are 

Gold, Silver, and Bronze.
Use Discount As 
Percentage

A configuration field in which you can set any applicable discount 
amount as a percentage or as a fixed dollar value.

Description Additional comments or a description of the contract template.
Calendar The hours of availability by day for the contract. This is typically 

set to include regular business hours but can be configured for 
24-hour, 7-days-a-week support.

Tip  Because you can’t create a contract without a contract template, Microsoft Dynamics 
CRM includes a default contract template named Service. You can access this template in 
the Templates section of the Settings area.

In Microsoft Dynamics CRM, each contract must be created from a contract template. The 
values from the contract template act as defaults for the content of each contract record, 
although some values—such as the service level and the discount type—can be overridden 
at the contract level. After creating a contract, customer service managers add line items 
(contract lines) to specify the details of the agreement. The following list describes some 
typical examples of contracts and contract lines:

●	 A local park district provides contracts to refreshment vendors to manage cleanup and 
facility maintenance requests. In this example, contract lines are allotted a number of 
minutes to be used toward maintenance.
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●	 A plumber offers two types of service contracts, one to provide a one-year warranty 
on services and another to track incident-based requests. In this example, contract 
lines are allotted coverage dates for the first type of contract and a number of cases 
for the second type.

●	 A financial services firm offers incident-based support to large brokerage clients to 
ensure that preferred customers receive high-priority, 24/7 support. In this example, 
contract lines are allotted a number of cases.

●	 A medical supply provider manages setup and maintenance of home health care 
supplies for patients on behalf of hospitals and insurance companies. In this example, 
contract lines are allotted a fixed number of service calls for particular products.

In this exercise, you’ll create a contract template for a case-based service agreement and 
then use it to create a contract that provides 20 service cases.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the CRM 
sample data shown in this exercise. Use the Windows Internet Explorer web browser 
to navigate to your Microsoft Dynamics CRM website before beginning this exercise. 
You need the Sonoma Partners customer account you created in Chapter 3, “Working 
with Accounts and Contacts.” If you cannot locate the Sonoma Partners account in 
your system, select a different customer account for this exercise. Also, use a user 
account that has the CSR Manager security role or another role with privileges to 
create contract templates, contracts, and contract lines. 

	 1.	 In the Settings area, click Templates, and then click Contract Templates to view 
the available templates.

 

	 2.	 Click the New button to launch the New Contract Template form.

Tip  The contract template area does not display a contextual ribbon. You will access 
menu options for grid records through the grid toolbar.
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	 3.	 Complete the New Contract Template form with the following values.

Name Service By Case
Abbreviation SVC-CASE
Billing Frequency Monthly
Allotment Type Number of Cases
Contract Service Level Gold
Use Discount as Percentage No
Description Service contracts for a specific number of cases

 

	 4.	 In the Calendar area, click the days and hours to designate the availability of service 
resources for the agreement from 9:00 A.M. until 5:00 P.M., Monday through Friday.
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Tip  Note that the Calendar hours are based on a 24-hour day, so 5:00 P.M. displays as 
17:00. When configuring the availability for your contract templates, you can click the 
day (row) or hour (column) headings in the Calendar area to toggle the settings for all 
cells of that value. For example, if you click the 08 column heading, all of the days will 
be set to available for 8:00 A.M. If you click the column heading again, you will toggle 
all of the days to unavailable at 8:00 A.M.

Important  At least one time slot must be marked for availability in the Calendar area 
before you can save a contract template. Green dots indicate the times that support is 
offered. If your organization does not limit when customer service is offered, select the 
24 x 7 Support check box below the Calendar to mark all days as available. Calendar 
settings are not enforced when service requests are created.

	 5.	 In the form toolbar, click the Save and Close button to finish creating the contract 
template.

	 6.	 Navigate to the Service area and click Contracts.

	 7.	 Click the New button to launch the New Contract form.

The Template Explorer dialog box opens.

	 8.	 In the Template Explorer dialog box, select the SVC-CASE - Service By Case 
template.

 

	 9.	 Click OK to close the dialog box and open the New Contract form. In the General 
section of the form, enter or select the following values.
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Contract Name Annual Service Agreement
Customer Sonoma Partners
Contract Start Date 9/1/2010
Contract End Date 8/31/2011
Bill To Customer Sonoma Partners
Billing Start Date 9/1/2010
Billing End Date 8/31/2011
Billing Frequency Monthly
Discount Amount
Service Level Gold 

 

	 10.	 Click the Save button to create the contract.

Tip  Microsoft Dynamics CRM automatically assigns a unique identifying number 
to each contract when it is first saved. Similar to the auto-numbering for cases and 
knowledge base articles, contract numbering can be configured by system adminis-
trators in the Administration section of the Settings pane. By default, each case will 
be created with a three-character prefix (CNR), a five-digit code, and a six-character 
identifier—for example, CNR-01006-V7PQMB.
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	 11.	 In the entity navigation pane of the new contract, click Contract Lines.

 

	 12.	 On the ribbon, on the List Tools Contract Lines tab, click the Add New Contract 
Line button to launch the New Contract Line form.

	 13.	 In the General section of the New Contract Line form, in the Title field, enter 
FY2010-FY2011.

	 14.	 Verify that the Start Date and End Date fields default to 9/1/2010 and 8/31/2011, 
respectively.

Important  Microsoft Dynamics CRM validates the start and end dates entered in 
the contract line to ensure that the end date does not occur in the past and that 
both the start and end dates are within the Contract Start Date and Contract End 
Date fields specified on the Contract form. If the end date of 8/31/2011 occurs in 
the past, you will need to change it to a future date to complete this exercise.

	 15.	 In the Total Cases/Minutes field, enter 20.

Tip  For this example, the Total Cases/Minutes field will be required on the form, 
because the associated contract template allots a number of cases to the contract. 
When a contract template with an allotment type of Coverage Dates is used, the 
Total Cases/Minutes field will be read-only on the form, because the contract covers  
a time period rather than a specified number of cases or minutes.

	 16.	 In the Total Price field, enter 10,000. In the Discount field, enter 2,500.
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	 17.	 Click Save to create the contract line.

Important  Each time the Contract Line form is saved, several fields are updated auto-
matically based on system calculations. In the Allotment Details section, the total cases 
or minutes logged against the contract line is subtracted from the Total Cases/Minutes 
value to display the allotments remaining. In the Pricing section, the net charge is recal-
culated based on the Total Price and Discount values, and a rate is calculated based on 
the Total Price and Total Cases/Minutes values.

	 18.	 Click Save and Close to save and close the contract line.

CLEAN UP  Close the contract record.
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Activating and Renewing a Contract
When a contract is created in Microsoft Dynamics CRM, the system assigns a default status 
of Draft to the contract. Only contracts in Draft status can be edited; after a contract has 
progressed to Invoiced or Active status, the fields in the contract are locked. When the 
contract is Active, service cases can be logged against the contract and a running tally of 
used cases or time is tracked against the total allotment specified in the contract line.

Given the need for a business to lock down the terms of a contract while still allowing 
for flexibility as the company’s needs change, the life cycle of a contract can become 
complicated. Consider the following scenarios for why a service contract might change:

●	 A company’s internal team takes over support for a software application, so it 
cancels its support agreement with a consulting firm.

●	 A customer service manager receives notification from her company’s accounting 
department that a customer has several past due invoices for support services, so 
the manager places the customer’s service contract on hold to prevent any new 
cases from being created until the balance is paid.

●	 Upon the expiration of a year-long service agreement, a customer decides to renew 
the contract for another year of service.

Not every contract will follow a fixed life cycle from start to finish, so it’s important to 
understand how contract statuses are managed in Microsoft Dynamics CRM and what 
actions are allowed for each status. The following table provides an overview of contract 
statuses and available actions.

Status Description Actions
Draft The default status when a contract is 

created. 
Can be edited or deleted.
No cases can be assigned.
Cannot be placed on hold,  
canceled, or renewed.

Invoiced Indicates that the contract has been 
accepted by the customer and has a 
pending start date. A contract cannot  
be moved to this status until it has at 
least one contract line.

Cannot be edited or deleted.
No cases can be assigned.
Can be placed on hold or  
canceled.
Cannot be renewed.

Active Indicates that the contract is within the 
specified start and end dates and is eligible 
for support cases. Each contract is auto-
matically moved to this status on the 
specified start date.

Cannot be edited or deleted.
Cases can be assigned.
Can be placed on hold or  
canceled.
Can be renewed.
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Status Description Actions
On Hold Indicates that the contract is on hold from 

Active status, typically for further review 
or negotiation with the customer.

No actions can be taken against 
the contract until the hold is re-
leased. No cases can be assigned.

Canceled Indicates that the contract was canceled 
prior to the end date by the organization 
or the customer.

Cannot be edited or deleted.
No cases can be assigned.
Can be renewed.

Expired Indicates that the contract has passed 
the specified end date without being  
renewed.

Cannot be edited.
No cases can be assigned.
Can be canceled.
Can be renewed.

In this exercise, you’ll move the contract created in the previous section to Active status, 
log a case against it, and then renew it.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the CRM 
sample data shown in this exercise. Use the Internet Explorer web browser to navigate 
to your Microsoft Dynamics CRM website, if necessary, before beginning this exercise. 
You need the contract you created in the previous exercise. Also, use a user account 
that has the CSR Manager security role or another role with privileges to create and 
edit contracts, contract lines, and cases. 

	 1.	 In the Service area, click Contracts, and then double-click the contract created in 
the previous exercise.

	 2.	 On the Contract tab of the ribbon, in the Actions group, click the Invoice Contract 
button.

Because the start date is in the past, the contract automatically moves to the Active 
status and allows you to enter cases against it.

Important  When you select the Invoice Contract option, the contract’s status is 
updated to either Invoiced (if the start date is in the future) or Active (if the start  
date is the current date or a past date). When a contract is in Invoiced or Active  
status, all fields on the contract are read-only.

	 3.	 In the entity navigation pane of the contract, click Cases to view the case manager 
for the contract.

	 4.	 On the ribbon, click the New button to open a new case against the contract.
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	 5.	 In the New Case form, enter the following values.

Title Replace water line for company coffee machine
Customer Sonoma Partners
Subject Default Subject
Case Type Problem
Case Origin Phone
Contract Annual Service Agreement (created in the previous exercise)
Contract Line FY2010-FY2011 (created in the previous exercise)

 

	 6.	 Click Save to create the case.

	 7.	 In the Actions group on the ribbon, click Resolve Case to mark the case as resolved.

Tip  Only resolved cases are counted against the total allotment specified on the 
contract line. For each resolved case, the remaining allotment is recalculated. For  
example, if a contract line has five cases specified in the Total Cases/Minutes field, 
it’s possible to log six or more cases against it, as long as no more than five of those 
cases are in Resolved status.
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	 8.	 In the Resolve Case dialog box, in the Resolution field, enter Water line replaced.

 

	 9.	 Click OK to mark the case as Resolved. 

	 10.	 Click the browser window’s Close button to close the case window.

	 11.	 In the Contract form, in the entity navigation pane, click Contract Lines. Then 
click the Refresh button, if needed, to verify that the Allotments Remaining 
value is updated to 19.

 

	 12.	 On the ribbon, click the Contract tab, and then in the Actions group, click Renew 
Contract to renew the contract for another term.

The Renew Contract dialog box appears.

Tip  You can update the status of a contract from the Contract tab of the ribbon. 
From this ribbon tab, you can also cancel or place a hold on a contract. The actions 
that are available vary depending on the current status of the contract.
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	 13.	 In the dialog box, leave Include canceled contract lines selected, and then click OK.

Important  When a contract is renewed, Microsoft Dynamics CRM automatically 
creates a copy of the contract with updated start and end dates. The new contract 
will default to Draft status and will have the same contract number as the original.

	 14.	 Close the draft contract.

In the Service area, in the Contracts view, note that a new contract in Draft status 
has been created with the same number as the active contract.

 

	 15.	 Double-click the renewed contract in Draft status, and verify that the start and 
end dates are automatically calculated as an extension of the original contract.

 

Tip  Microsoft Dynamics CRM creates a link between the original contract and the 
renewed contract. You can find this information in the Originating Contract field on 
the Details section of the Contract form.

CLEAN UP  Close the contract record.
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Working with Service Queues
In addition to using contracts to manage the number of cases or service hours billed to 
customers, customer service teams can use service queues to improve the routing of cases 
and ensure that each request is handled efficiently. In Microsoft Dynamics CRM 2011, a 
queue is a public listing of records, such as cases and activities. Queues are typically set 
up based on team assignments or subject matter expertise on a product or service.

When a case is added to a service queue, it is shared by the group of users that have access 
to the queue until it is accepted by or assigned to a customer service representative. When 
a record is added to a queue, Microsoft Dynamics CRM creates a queue item, associates 
the record to that queue item, and then displays queue items in the Workplace area. 
Customer service managers can create queues in the Business Management section in 
the Settings area.

Users can work on items from queues they have access to by assigning themselves to 
the queue items. After a record (such as a case) is assigned to a user, it is moved to the 
user’s Items I Am Working On view and cannot be worked on by other team members 
until it is released.

Users can perform the following actions on items in a queue.

Action Description
Routing Moves a queue item from one queue to another. Each item can only 

be associated to one queue at a time. This action also allows a user to 
reassign the target records from the queue item during this process. 

Work On Assigns a queue item to a particular user or team. When a user works 
on an item, the queue item will be displayed in a special view for the 
user. Only one user or team can be assigned to work on a queue item 
at a time.

Release Removes the user associated with the queue item.
Remove Removes the queue item from the queue.
Queue Item Details Displays additional information associated with the queue item.
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In Microsoft Dynamics CRM 2011, most records—such as accounts and contacts—can 
be owned by users or teams. Although queues cannot own a record, Microsoft Dynamics 
CRM allows you to add a record to a queue. When you add a record to a queue, the owner 
of the record stays the same and will display in the queue, but other users can now choose 
to work on the record. When a user selects the record to work on it, Microsoft Dynamics 
CRM associates the queue item to that user, and the queue item then appears in the user’s 
unique Items I Am Working On queue.

Important  Adding a record to a queue does not change the ownership of the record. 
A queue item can only belong to one queue at a time. Furthermore, a queue item can 
only be assigned to one user or team at a time. 

If you enter an email address when you create a queue, you can have service requests 
received by that email address delivered directly to the queue. All inbound email messages 
to that address will then be created as email activity records in Microsoft Dynamics CRM 
and will be displayed in the queue so customer service representatives can accept each 
email message and follow up accordingly. When configuring email messages to auto-
matically display in a queue, you can select options that determine which messages will 
be displayed. For example, you can display the following:

●	 All email messages sent to the specified address.

●	 Only those email messages that are sent to the specified address in response to 
messages sent from Microsoft Dynamics CRM.

●	 Only those email messages that are sent to the specified address from a lead, 
contact, or account in your Microsoft Dynamics CRM database.

●	 Only those email messages that match an address from a Microsoft Dynamics CRM 
record that is email enabled.

You do not need to supply an email address when setting up a queue, but this feature is 
helpful for customer service teams that receive a lot of service requests via email.

See Also  With Microsoft Dynamics CRM workflow, you can set up routing rules to 
automatically assign cases to the appropriate queue. Furthermore, you can configure 
workflow rules for the queue items, allowing for escalation within the queue itself. 
Although the workflow feature is beyond the scope of this book, you can learn more 
about it in Working with Microsoft Dynamics CRM 2011, by Mike Snyder and Jim Steger 
(Microsoft Press, 2011).
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In this exercise, you’ll create a service queue and route a case to it, then accept the case 
into your Items I Am Working On queue.

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 
Product Catalog Request case you created in Chapter 10, “Tracking Service Requests.” 
If you cannot locate the Product Catalog Request case, select a different active case 
for this exercise. Also, ensure that your user account has the CSR Manager security 
role or another role with privileges to create queues and cases.

	 1.	 In the Settings area, click Business Management, and then click Queues to view 
the available queues.

 

	 2.	 Click the New button to launch the New Queue form.

	 3.	 In the New Queue form, enter the following information:

Queue Name Catalog Request
E-mail someone@example.com
Owner This will vary among individual systems, so select 

your user account.
Description Catalog fulfillment requests
Convert to e-mail activities All e-mail messages
E-mail access type - Incoming None
E-mail access type - Outgoing None

mailto:someone@example.com
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	 4.	 Click Save and Close to create the queue.

	 5.	 In the Service area, click Cases to view the case manager.

 

	 6.	 Locate the Product Catalog Request case, and then select the record in the grid 
(without opening it).
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	 7.	 On the ribbon, in the Collaborate group on the Cases tab, click the Add to Queue 
button to associate the case to a queue.

The Add To Queue dialog box appears.

 

	 8.	 In the dialog box, click the Lookup button.

The Look Up Record dialog box appears.

	 9.	 In the View selector, change the view to Queues: Primary E-mail (Pending 
Approval), select the Catalog Requests queue, and then click OK.

	 10.	 Click OK in the Add to Queue dialog box.

	 11.	 In the Workplace area, click Queues, and then select Items available to work on 
from the view selector. Then select the Catalog Requests queue to verify that the 
case you assigned appears.

 

	 12.	 Make sure that the case is selected. Then, on the Queue Items tab of the ribbon, 
click the Work On button to assign the case into your personal queue.

The Assign Queued Items dialog box opens.
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	 13.	 Click OK to verify that you are accepting the case.

	 14.	 In the view selector, click the Items I am working on queue, and verify that the 
case now appears.
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Key Points
●	 Service contracts can be used to manage support requests from customers. Each 

contract includes the duration of the agreement, the number of incidents or hours 
of service, pricing, and customer billing information. Multiple contract lines can be 
assigned to a contract to store the particular terms of each agreement.

●	 Customer service managers can create contract templates to establish the framework 
for service contracts. Each contract must be created from a contract template.

●	 Contracts can be edited only while in Draft status, so it’s important that customer 
service representatives complete the contract terms as thoroughly and accurately 
as possible before moving the contract to Invoiced status.

●	 Each contract in Invoiced status is automatically moved to Active status on the 
specified start date and moved from Active to Expired status on the end date if 
the contract has not been renewed.

●	 Cases can be logged against only those contracts that are in Active status.

●	 A contract can be renewed while in Active, Canceled, or Expired status. When 
renewing a contract, Microsoft Dynamics CRM creates a copy of the original 
contract and stores a link to the originating contract on the new record.

●	 Contracts can be placed on hold or canceled to prevent new cases from being 
logged against them.

●	 Customer service teams can share records, such as cases, in queues to ensure that 
all service requests are routed to the correct people and resolved quickly.

●	 When a record is added to a queue, Microsoft Dynamics CRM creates a separate 
queue item and associates it to the queue and to the record.

●	 Records remain in a queue until they are accepted by a user, who assumes respon-
sibility for handling the queue item or escalating it to another representative.

●	 Service requests submitted via email can be assigned to a queue automatically, if 
an email address was assigned to the queue during setup.

http://


http://


	     277

Part 4

Reporting  
and Analysis

	 13	 Working with Filters and Charts . . . . . . . . . . . . . . . .                279

	 14	 Using Dashboards  . . . . . . . . . . . . . . . . . . . . . . . . . . .                           297

	 15	 Using the Report Wizard . . . . . . . . . . . . . . . . . . . . . .                      319

	 16	 Using Advanced Find . . . . . . . . . . . . . . . . . . . . . . . . .                         343

	 17	 Reporting with Excel . . . . . . . . . . . . . . . . . . . . . . . . .                         363

		
	 	  	  

 	
	 	    

		
  	

         
      

       
   

   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
 

http://


Chapter at a Glance

http://


	     279

	13	 Working with 
		  Filters and Charts

In this chapter, you will learn how to
✔	 Apply filters to your data and save filtered views.
✔	 Set additional filters on a saved view.
✔	 Use charts to analyze and interact with Microsoft Dynamics CRM data.
✔	 Create new charts to view pertinent data visually.
✔	 Share a chart with a co-worker.

Microsoft Dynamics CRM enables you to collect large amounts of data and provides 
tools that you can use to easily search through the data and find the records you need. 
In addition, the software offers several different reporting options that empower you to 
make business decisions based on the data within the reports. Often you might find your-
self digging into data in unpredictable ways as you drill into a problem or opportunity 
and interact with the data. For example, you might answer one question but come up 
with another and therefore want to dig more deeply. Microsoft Dynamics CRM provides 
several tools for interacting with the data; two of the simplest are filters and charts.

In this chapter, you will learn how to drill into your data by using the filter and chart tools.

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.
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Applying Filters to Your Data and Saving Filtered Views 
In Chapter 17, “Reporting with Excel,” you will learn how to use Microsoft Excel as a report-
ing tool for Microsoft Dynamics CRM data. In addition to using Excel for reporting, it is 
common for users of business applications to export data to Excel to filter the data and 
scrutinize a subset of the records. With Microsoft Dynamics CRM, you can filter your records 
in real time to zero in on the most important data in your system with a few clicks of the 
mouse, without leaving the Microsoft Dynamics CRM application. 

In this exercise, you will use a filter to view the opportunities that have an estimated 
close date in the current year and that have a probability associated with them.

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

	 1.	 In the Sales area, click Opportunities.

The Opportunity grid view appears.

	 2.	 In the view selector, select Open Opportunities.

The list of Open Opportunities is displayed.
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	 3.	 On the Opportunities tab of the ribbon, in the Data group, click the Filter button.

Filter arrows appear in the grid column headers.

 

	 4.	 Click the arrow to the right of the Est. Close Date field, select Filter by Year, and 
then select the This Year check box.

Important  If the Est. Close Date field does not exist in your view, choose another 
field for this example.

 

	 5.	 Click OK on the filter menu.

The updated results will reflect all opportunities that will be closing this year.

	 6.	 Click the arrow to the right of the Probability field and select Contains Data.

This will further filter the data to show opportunities that are closing this year 
and that have a probability recorded.
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	 7.	 On the View tab of the ribbon, click the Save As button to save your view.

The View Information dialog box appears.

	 8.	 In the Name field, enter Opportunities Projected to Close This Year, and then 
click OK.

The filtered view is saved as a personal view in Microsoft Dynamics CRM.

Setting Additional Filters on a Saved View
Over time, you will undoubtedly create additional views of filtered data to support 
your changing needs. You might find that the filters you applied to a view need to be 
refined to meet your needs or to provide a more accurate view of your data. In the 
example in the previous section, you might have noticed that one of the opportunities  
in the view has a rating of Cold. Because the probability of the opportunity is very low, 
you would probably want to remove it from your Opportunities Projected To Close 
This Year view. 

In this exercise, you will set additional filters on a previously saved view.

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 Opportunities Projected To Close This Year view you created and saved in the 
previous exercise.

	 1.	 In the Sales area, click Opportunities.

The Opportunity grid view appears.

	 2.	 In the view selector, select Opportunities Projected to Close This Year.

The view you saved in the previous exercise is displayed.

 

	 3.	 On the ribbon, click the Filter button.

Filter arrows appear in the grid column headers.

http://


	 Using Charts to Analyze Microsoft Dynamics CRM Data    283

	 4.	 Click the arrow to the right of the Rating field, and select the Hot check box. You 
may need to scroll to the right to see the Rating field.

 

	 5.	 Click OK. The subset of data is now displayed.

	 6.	 On the View tab of the ribbon, click the Save Filters button.

The additional filter has been applied to your previously saved view.

Using Charts to Analyze Microsoft Dynamics CRM Data
In Chapter 15, “Using the Report Wizard,” and Chapter 17, you will learn how to create 
reports with Microsoft Dynamics CRM data by using the Report Wizard and Excel tools. 
These tools allow you to create visually appealing reports by using chart controls within 
the respective tools. These are great options, but they require you to leave the area of the  
system you are working on and enter a different application. In addition to these options, 
Microsoft Dynamics CRM allows you to create and view charts within the application. 

Consider the following scenarios:

●	 A sales manager is evaluating sales trends for the current quarter. She filters 
opportunities to see those owned by a subset of sales representatives. The sales 
manager wants to quickly get aggregate values for all opportunities for those 
sales representatives. 

●	 A marketing manager would like to execute a lead generation campaign. He 
has limited resources and would like to target the campaign to geographies that 
have the most current customers. 

You can easily view this information by using charts in Microsoft Dynamics CRM. You 
will find that many of your chart needs are covered by the 52 charts that Microsoft 
Dynamics CRM comes with, shown in the following table.
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Entity Charts
Account Accounts By Industry Accounts By Territories

Accounts By Owner New Accounts By Month
Activity Activities By Month Due Activities By Priority

Activities By Owner Activities By Type
Activities By Owner and Priority Activities By Type and Priority

Article Articles By Status
Campaign Campaign Budget vs. Actual Costs 

(By Fiscal)
Campaign Type Mix

Campaign Budget vs. Actual Costs 
(by Month)

Case Case Mix (By Business Unit) Cases By Origin (By Day)
Case Mix (By Origin) Cases By Priority (Per Day)
Case Mix (By Priority) Cases By Priority (Per Owner)
Case Mix (By Type) Resolved Case Satisfaction
Case Resolution Trend (By Day) Service Leaderboard

Goal Percentage Achieved Today’s Target vs. Actuals (Count)
Goal Progress (Count) Today’s Target vs. Actuals (Money)
Goal Progress (Money)

Lead Incoming Lead Analysis By Month Leads By Rating
Lead Generation Rate Leads By Source
Leads By Owner Leads By Source Campaign

Opportunity Actual Revenue by Fiscal Period Opportunity By Campaigns
Actual Revenue by Month Revenue Generated By Campaign
Deals Won vs. Deals Lost Sales Leaderboard
Deals Won vs. Deals Lost By Fiscal 
Period

Sales Pipeline

Deals Won vs. Deals Lost By Owner Sales Progress By Territory
Estimated vs. Actual Revenue (By 
Fiscal)

Top Customers

Estimated vs. Actual Revenue (by 
Month)

Top Opportunities

Order Actual Revenues By Fiscal Period Actual Revenues By Owner
Actual Revenues By Month
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In this exercise, you will view charts within Microsoft Dynamics CRM.

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 Opportunities.

The Opportunities grid view appears.

	 2.	 In the view selector, select Closed Opportunities.

	 3.	 On the ribbon, click the Charts tab.

 

	 4.	 In the Layout group, click the Chart Pane button, and then select Right.

Tip  Charts can be displayed either on top of or to the right of the grid.

	 5.	 In the chart view list, select Top Customers.

 

The Top Customers chart displays data from the Closed Opportunities view.
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Tip  Microsoft Dynamics CRM Charts are contextual, meaning that they will reflect 
the data from the current grid list of records. As you filter the data or switch views, the 
charts will update appropriately.

	 6.	 In the view selector, select Open Opportunities.

The same chart is displayed, but it is updated to show open opportunities.

 

	 7.	 In the Top Customers chart, click the potential customer Litware Inc. bar.

Important  If you do not have Litware Inc. as a potential customer for an opportunity, 
click a different potential customer, preferably one with multiple open opportunities.
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The grid list is filtered to show the open opportunities for Litware Inc., and a drill-
down menu appears.

 

	 8.	 In the Select Field list on the drilldown menu, select Owner. 

	 9.	 Click the Pie Chart icon, and then click the Results arrow.

A pie chart appears, showing the estimated revenue of the Litware Inc. opportunities 
by opportunity owner.
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	 10.	 Click one of the pie chart sections.

The grid updates with the records specific to the section you clicked.

Creating a New Chart
You now understand the power of the built-in charts that come with Microsoft Dynamics 
CRM. In addition to the charts provided by the application, you can create your own charts 
to support your unique needs. You can create charts for custom entities as well as for the 
entities included with Microsoft Dynamics CRM, as shown in the following list.

Entities Available for Chart Use
Account Goal Quick Campaign
Activity Goal Metric Quote
Appointment Invoice Quote Product
Article Invoice Product Recurring Appointment
Campaign Lead Report
Campaign Activity Letter Rollup Query
Campaign Response Marketing List Sales Literature
Case Opportunity Service
Competitor Opportunity Product Service Activity
Connection Order Task
Contact Order Product Team
Contract Phone Call Territory
E-Mail Price List Unit Group
Fax Product User

Queue Item
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In this exercise, you will create a custom chart within Microsoft Dynamics CRM.

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 Accounts.

The Accounts grid view appears.

	 2.	 In the view selector, select Active Accounts. 

	 3.	 On the ribbon, click the Charts tab, and then click the New Chart button.

The Chart Designer appears to the right of the grid.

  

	 4.	 In the Legend Entries (Series) area, select Account Name in the Select Field list.

	 5.	 In the Horizontal (Category) Axis Labels area, select Address 1: State/Province.
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You will see that the chart has been given a title of Account Name by Address 1: 
State/Province. 

	 6.	 Update the chart title to Accounts by State.

	 7.	 In the Description field, enter Show a Count of Accounts by State.

	 8.	 On the Chart Tools Design tab of the ribbon, click the Bar button to change the 
chart to a bar chart.
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	 9.	 On the ribbon, click the Save button to save the chart, and then click the Close 
Designer button.

Your chart is now available in the list of available charts.
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Sharing a Chart
It’s likely that the reports and charts you create will also be useful to your colleagues. Rather 
than trying to articulate the steps it took for you to create a chart, you can share the Chart 
with other users in Microsoft Dynamics CRM. Typically, a sales manager or other advanced 
user creates a chart that will be valuable to other team members. These shared charts 
allow users of all computer skill levels to solve business-critical reporting needs.

In this exercise, you will share a custom chart with another Microsoft Dynamics CRM 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 Accounts By State chart you saved in the previous exercise.

	 1.	 In the Sales area, click Accounts.

The Account grid view appears.

	 2.	 On the ribbon, click the Charts tab. Then click the Chart Pane button and select Right.

	 3.	 In the Chart View list, select Accounts by State.

The Accounts By State chart you created in the previous exercise appears.

	 4.	 On the Charts tab of the ribbon, in the Collaborate group, click the Share button.

The Who Would You Like To Share The Selected User Chart With? dialog box appears.
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	 5.	 Click Add User/Team.

The Look Up Records dialog box appears.

 

	 6.	 In the Look Up Records dialog box, select a colleague to share the chart with, click 
the Add button, and then click OK.

	 7.	 Click OK to exit the Who would you like to share the selected user chart with? 
dialog box.

Your chart is now shared with the selected colleague and will appear in his or her 
chart list. 

See Also  For more information on record sharing, see Chapter 16, “Using Advanced Find.”
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Key Points
●	 You can use filters on any list of records to help analyze your data.

●	 Charts are available to provide inline real-time reporting.

●	 You can interact with charts and drill through to obtain the necessary details.

●	 Charts work in conjunction with lists of records; as you drill into a chart, the list of 
records will update and, conversely, as you change the view, the chart will update. 

●	 Although Microsoft Dynamics CRM comes with many charts, you can also easily 
create new charts to support your specific reporting needs.

●	 You can share charts with your colleagues as needed so that they can benefit from 
the reports you’ve built.
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	14	 Using Dashboards
In this chapter, you will learn how to

✔	 Use built-in dashboards.
✔	 Create additional dashboards.
✔	 Edit a dashboard.
✔	 Set a default dashboard.
✔	 Share a dashboard with a co-worker.

These days, every organization seems to be either using or aspiring to use dashboards. The 
term dashboard often has different connotations for different people, but it is almost 
always used to describe the presentation of various sets of data in a single screen. The 
most common types of dashboards are:

●	 Strategic  Typically used by managers to understand overall performance. For 
example, a typical strategic dashboard could include charts showing sales versus 
goals for a specified time period, along with current pipeline and customer ser-
vice metrics.

●	 Tactical  Typically used by employees to highlight current or recent work. For 
example, a typical tactical dashboard could include a list of current activities  
due this week presented along with opportunities expected to close this month.

Knowledge is power. Managers and employees alike want the ability to monitor perfor-
mance at a glance. Microsoft Dynamics CRM provides you with the flexibility to use the 
built-in dashboards to monitor performance and create additional dashboards to meet 
your unique business needs.

In this chapter, you will learn how to use the dashboard features of Microsoft Dynamics CRM.

Practice Files  There are no practice files for this chapter.
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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.

Using Built-in Dashboards
In Chapter 13, “Working with Filters and Charts,” you learned how to view, analyze, and 
drill down into your application data. You focused on specific areas of the application in 
each exercise. Dashboards allow you to pull the charts and views available in other parts of 
the application into a single view. Microsoft Dynamics CRM provides several built-in dash-
boards that are ready for your organization to use. These are listed in the following table.

Name Type Charts Included Views Included
Customer 
Service 
Operations 
Dashboard

3-Column 
Multi-Focused 
Dashboard

Activities By Owner and Priority
Service Leaderboard
Articles By Status
Cases By Origin (Per Day)
Cases By Priority (Per Day)

Customer 
Service 
Performance 
Dashboard

2-Column 
Regular 
Dashboard

Service Leaderboard
Case Resolution Trend (By Day)
Goal Progress (Count)
Articles By Status

Customer 
Service 
Representative 
Dashboard

2-Column 
Regular 
Dashboard

Case Mix (By Origin) My Activities
Cases By Priority (Per Day)
Case Resolution Trend (By Day)
Goal Progress (Count)
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Name Type Charts Included Views Included
Marketing 
Dashboard

2-Column 
Regular 
Dashboard

Campaign Type Mix My Activities
Campaign Budget vs. Actual Costs  
(By Fiscal)
Leads by Source Campaign My Campaigns
Revenue Generated by Campaign

Microsoft 
Dynamics CRM 
Overview

3-Column 
Focused 
Dashboard

Sales Pipeline My Activities
Leads By Source Campaign
Cases By Priority (Per Day)

Sales Activity 
Dashboard

3-Column 
Focused 
Dashboard

Sales Pipeline My Activities
Percentage Achieved
Leads By Source
Top Opportunities
Top Customers

Sales 
Performance 
Dashboard

3-Column 
Focused 
Dashboard

Sales Pipeline
Goal Progress (Money) - My Goals
Goal Progress (Money) - My Group’s 
Goals
Percentage Achieved
Sales Leaderboard
Deals Won vs. Deals Lost By Owner

In this exercise, you will use the built-in dashboard features of Microsoft Dynamics CRM. 
You will also interact with the dashboard elements.

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

	 1.	 In the Workplace area, click Dashboards.

The dashboard view appears.

	 2.	 In the view selector, select Microsoft Dynamics CRM Overview.

The screen changes to show the dashboard elements as described in the table 
shown earlier in this section.
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	 3.	 In the Sales Pipeline chart, click one of the sections of the funnel.
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	 4.	 In the Select Field box on the shortcut menu, select Probability, and then click the 
arrow to submit the field.

The drilldown data appears in a bar chart format.

 

	 5.	 Drill into one of the chart bars by clicking it. Choose Est. Close Date in the Select 
Field box, and then click the arrow to submit.

	 6.	 In the lower-left corner of the chart, click the Back button.

You are returned to the previous view.

	 7.	 In the lower-left corner of the chart, click the Home button.

You return to the original Sales Pipeline chart.

	 8.	 On the Leads by Source Campaign chart, click the Enlarge button to enlarge the 
chart. This is useful when you want to focus on one particular dashboard report.

http://


302    Chapter 14  Using Dashboards

	 9.	 In the upper-right corner of the Leads by Source Campaign chart, click the Close 
button.

You return to the Microsoft Dynamics CRM Overview dashboard.

	 10.	 In the upper-right corner of the Leads by Source Campaign chart, click the View 
Records button.

A list of the records that are included in the chart is displayed alongside the chart 
in a new window.
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Creating Additional Dashboards
You might find that the seven built-in dashboards satisfy a majority of your needs, but 
they will probably not provide all the visibility you’d like. With more than 50 charts and 
hundreds of lists, the possible dashboard combinations seem endless. Microsoft Dynamics 
CRM allows you to create your own dashboards by using the built-in charts and lists or 
custom charts and lists that your company creates in the system.

See Also  For more information about creating custom charts and lists, see Chapter 13.
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See Also  Dashboards can contain web resources and iFrames in addition to charts and 
lists. Web resources and iFrames are beyond the scope of this book, but you can learn 
more about creating them in Working with Microsoft Dynamics CRM 2011 by Mike 
Snyder and Jim Steger (Microsoft Press, 2011).

In this exercise, you will create a sample sales representative dashboard in Microsoft 
Dynamics CRM. 

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 Workplace area, click Dashboards.

The dashboard view appears.

	 2.	 On the ribbon, in the Dashboard Management group, click the New button.

The Select Dashboard Layout dialog box appears.

 

	 3.	 Select the 3-Column Multi-Focused Dashboard, and then click Create.

The dashboard layout screen appears.
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	 4.	 In the Name field, type My Dashboard.

	 5.	 As you might have noticed, each available section on the dashboard layout screen 
contains four buttons. In the upper-left section, click the Chart button.

The Component Designer dialog box appears.
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	 6.	 In the Record Type field, leave Account selected.

	 7.	 In the View field, leave My Active Accounts selected.

	 8.	 In the Chart field, leave Accounts by Industry selected, and click OK.

This adds the Accounts By Industry chart to the dashboard.

 

	 9.	 In the upper-middle section of the dashboard, click the Chart button.

	 10.	 In the Component Designer dialog box, in the Record Type list, select Opportunity. 

	 11.	 Leave My Open Opportunities selected in the View list, and select Sales Pipeline 
in the Chart selection box. Click OK.

This adds the Sales Pipeline chart to the dashboard.

	 12.	 In the upper-right section of the dashboard, click the Chart button.

	 13.	 In the Record Type list in the Component Designer dialog box, select Lead. 
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	 14.	 Leave My Open Leads selected in the View list, select Leads by Rating in the Chart 
list, and then click OK.

This adds the Leads By Rating chart to the dashboard.

	 15.	 In the lower-left section of the dashboard, click the List button.

	 16.	 In the Record Type list, select Activities.

	 17.	 In the View list, leave My Activities selected, and click OK.

This adds the My Activities list to the dashboard.

	 18.	 In the lower-right section of the dashboard, click the List button.

	 19.	 In the Record Type list, select Leads.

	 20.	 In the View list, leave My Open Leads selected, and click OK.

This adds the My Open Leads list to the dashboard.

	 21.	 Click Save and Close to save the dashboard and return to the dashboard view.

The newly created dashboard is displayed.
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Editing Dashboards
In the previous exercise, you were able to create a robust dashboard in just a few minutes 
by using the Dashboard designer. As your needs change, you might want to modify your 
dashboards accordingly. For example, you might want to add, remove, or replace a chart 
or list. Similarly, you might want to modify the size of a particular dashboard component. 
By using the same designer, you can accomplish these goals and more.

In this exercise, you will edit a dashboard in Microsoft Dynamics CRM. 

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 My Dashboard dashboard you created in the previous exercise.

	 1.	 In the Workplace area, click Dashboards.

	 2.	 In the view selector, select My Dashboard.

The dashboard created in the previous exercise appears.

	 3.	 On the ribbon, in the Dashboard Management group, click the Edit button to edit 
the dashboard.

The dashboard layout screen is displayed.
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	 4.	 Select the Sales Pipeline chart by clicking it.

	 5.	 In the Layout group on the ribbon, click the Decrease Width button.

The chart width decreases in the designer.

 

	 6.	 Drag the Sales Pipeline chart to the right so that it is next to the Leads by Rating 
chart.

Tip  Dragging chart objects in the designer is a little challenging at first. When 
you have dragged the chart to an acceptable place, you will see a red line appear  
in the designer.
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	 7.	 Select the Accounts by Industry chart by clicking it, and then click the Increase 
Width button on the ribbon.

The Accounts By Industry chart is expanded.

	 8.	 Select the Leads by Rating chart, and then click Edit Component in the Action 
group on the ribbon.

The List Or Chart Properties dialog box appears.
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	 9.	 At the bottom of the dialog box, select the Display Chart Selection check box, 
and then click OK. 

This allows you to change the chart to any of the other lead-based charts on the 
dashboard.

	 10.	 Select the Sales Pipeline chart, and click Edit Component on the ribbon.

	 11.	 In the Data Source area of the List or Chart Properties dialog box, in the Default 
View field, select Open Opportunities.

	 12.	 In the View Selector field, select Show All Views. 

This allows you to change the view behind the chart on the dashboard.
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	 13.	 Click OK to return to the dashboard layout screen.

	 14.	 Click Save and Close to view the modified dashboard.

The view and chart selectors are now present on the dashboard.
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	 15.	 In the view selector on the Sales Pipeline chart, change the view to Opportunities 
Closing Next Month.

The chart is now updated to show the subset of opportunities.

	 16.	 In the chart selector on the Leads by Rating chart, change the chart to Leads 
by Source. 

The dashboard is updated to display the Leads By Source chart.
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Setting a Default Dashboard
Now that you are able to create and modify dashboards, you will probably find that you are 
using one particular dashboard more often than others. You might find it inconvenient to 
continually change the dashboard to your favorite each time you return to the dashboard 
screen. Microsoft Dynamics CRM allows you to set up a default dashboard to provide a 
convenient way to access your most heavily used dashboard.

In this exercise, you will set a default dashboard in Microsoft Dynamics CRM. 

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 My Dashboard dashboard you created earlier in this chapter.

	 1.	 In the Workplace area, click Dashboards.

	 2.	 In the view selector, select My Dashboard.

The dashboard created in the earlier exercise appears.

	 3.	 In the Dashboard Management group on the ribbon, select the Set As Default 
button.

The My Dashboard dashboard is now set as the default.
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	 4.	 In the Workplace area, click Activities

	 5.	 In the Workplace area, click Dashboards.

My Dashboard now appears as the default dashboard.

Sharing a Dashboard
In Chapter 13, you learned how to share custom charts with your colleagues. As with 
charts, it’s likely that your dashboards will also be useful to your colleagues. You can 
share a dashboard with other users in Microsoft Dynamics CRM. 

In this exercise, you will share a custom dashboard with another Microsoft Dynamics 
CRM 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 My Dashboard dashboard you created earlier in this chapter.

	 1.	 In the Workplace area, click Dashboards.

The dashboard view appears.

	 2.	 In the view selector, select My Dashboard, if necessary.

	 3.	 In the Action group on the ribbon, click Share Dashboard.

The Who Would You Like To Share The Selected User Dashboard With? dialog box 
appears.

 

	 4.	 Click Add User/Team.
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The Look Up Records dialog box appears.

 

	 5.	 In the Look Up Records dialog box, select a colleague to share the dashboard with, 
click the Add button, and then click OK.

	 6.	 Click OK to exit the previous dialog box.

Your dashboard is now shared with the selected colleague and will appear in his or 
her dashboard list. 

See Also  For more information on record sharing, see Chapter 16, “Using Advanced Find.”
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Key Points
●	 Several dashboards are built into Microsoft Dynamics CRM for immediate use.

●	 You can easily create additional dashboards to satisfy your unique business 
requirements.

●	 After your dashboard has been created, you can modify them as your needs evolve.

●	 You can set up your own default dashboard.

●	 You can share dashboards with your colleagues so they can benefit from the dash-
boards you’ve built.
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	15	 Using the 
		  Report Wizard

In this chapter, you will learn how to
✔	 Create a report with the Report Wizard.
✔	 Modify a report.
✔	 Share a report.
✔	 Schedule a report.
✔	 Categorize a report.

In Chapter 13, "Working with Filters and Charts," and Chapter 14, "Using Dashboards," you 
learned how to use the chart and dashboard tools to create real-time visualizations to 
enhance the user experience and allow for more efficient decision making. Although those 
options are powerful and will meet many of your reporting needs, Microsoft Dynamics 
CRM also uses Microsoft SQL Server Reporting Services for advanced reporting solutions. 
Programmers can create advanced reports by working directly within SQL Server Reporting 
Services, but Microsoft Dynamics CRM also includes a Report Wizard that provides users of 
all skill levels with a tool to create SQL Server Reporting Services reports. The following table 
compares the features of charts and dashboards with those of the SQL Server Reporting 
Services Report Wizard.

  Charts and Dashboards
SQL Server Reporting 
Services Report Wizard

Report output Inline visualizations pre-
sented within Microsoft 
Dynamics CRM grids and 
forms

Web-based reports that can 
be exported to additional 
formats, such as Microsoft 
Excel, PDF, and CSV

Skill level required to create  
or modify reports

Beginner Beginner

Ability to schedule reports  
for email delivery

No Yes

(continued)
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  Charts and Dashboards
SQL Server Reporting 
Services Report Wizard

Support for charts and graphs Yes Yes
Ability to include data from 
multiple record types in results

No Yes

Ability to include data from 
multiple record types in the 
report query

Yes Yes

Ability to prompt users to  
enter parameters before 
running reports

No Yes

Ability to restrict access for 
some users

Yes Yes

Respect for Microsoft  
Dynamics CRM record- 
level security settings  
by default

Yes Yes

Microsoft Dynamics CRM includes 25 standard SQL Server Reporting Services reports in 
the base product. You can find these reports by navigating to the Workplace area and 
clicking the Reports link.

You will find that these reports solve some of your reporting needs and will probably 
serve as a solid starting point for your organization. The reports also give you a high-
level understanding of the possibilities that exist with SQL Server Reporting Services. 
The following table summarizes the reports and their applicability within the Marketing, 
Sales, Service, and Administrative areas of Microsoft Dynamics CRM.

Report Name Marketing Sales Service Other

Account Distribution X X X

Account Overview X X X

Account Summary X X X

Activities X

Campaign Activity Status X

Campaign Comparison X

Campaign Performance X

Case Summary Table X
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Report Name Marketing Sales Service Other

Competitor Win Loss X

Invoice X

Invoice Status X

Lead Source Effectiveness X X

Neglected Accounts X

Neglected Cases X

Neglected Leads X

Order X

Products By Account X

Products By Contact X

Progress Against Goals X

Quote X

Sales History X

Sales Pipeline X

Service Activity Volume X

Top Knowledge Base Articles X

User Summary X

In this chapter, you will learn how to create, modify, and format reports by using the 
Microsoft Dynamics CRM Report Wizard. You will also learn how to share a report with 
other users, schedule delivery of a report, and categorize a report.

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.

	 Using the Report Wizard    321
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Creating a Report with the Report Wizard
The Report Wizard allows you to create sophisticated reports within the Microsoft Dynamics 
CRM interface by guiding you through a step-by-step process that is easy to understand. 
It allows you to produce grouped, summary-level data in addition to record-level data. 
Consider the following scenarios:

●	 You need to create an Opportunity Pipeline report that shows all opportunities by 
owner and includes the sum of all estimated revenue across those opportunities.

●	 You need to compare the number of accounts assigned to each user to determine 
account distribution levels.

With the Report Wizard, you can get the aggregated summary numbers for these types 
of reports.

In this exercise, you will use the Report Wizard to create a report that shows active 
opportunities by owner.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. 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 privileges to create reports.

	 1.	 In the Workplace area, click Reports.

	 2.	 In the Records group on the ribbon, click the New button to launch the New 
Report form.

	 3.	 In the Source section of the form, click the Report Wizard button.

The Report Wizard Get Started page displays.

	 4.	 In the Report Wizard, leave Start a new report selected, and click Next to move 
on to the Report Properties page.

	 5.	 In the Report name field, enter Active Opportunities by Owner, and in the 
Report description field, enter List of opportunities grouped by owner.

	 6.	 In the Primary record type field, select Opportunities. 
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	 7.	 Click Next to move on to the Select Records to Include in the Report page.

	 8.	 In the Report Filtering Criteria section, replace the default Modified On search 
parameter by choosing Status instead of Modified On in the Select list.

	 9.	 Leave Equals in the operator field, and in the Enter Value field, select Open.
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	 10.	 Click Next to move on to the Lay Out Fields page.

	 11.	 Click in the Click here to add a grouping field.

The Add Grouping dialog box appears.

 

	 12.	 In the Column list, select Owner.

	 13.	 In the Summary Type field, select Count, and then click OK to add this grouping 
to your report.

This summary type will allow you to see how many active opportunities exist for 
each owner. 

	 14.	 Click Click here to add a column. The Add Column dialog box appears.

	 15.	 In the Column field, select Potential Customer. Set the column width to 150 pixels, 
and click OK to add the column to your report.

	 16.	 To the right of Potential Customer, click in the Click here to add a column field 
to add another column to your report. Continue this process to add the following 
fields and related information:

Column Column Width Summary Type
Topic 300 pixels None
Probability 75 pixels None
Est. Close Date 100 pixels None
Est. Revenue 100 pixels Sum
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Your additions are reflected on the Lay Out Fields page of the wizard.

 

	 17.	 In the Common Tasks pane, click Configure Sorting.

The Configure Sort Order dialog box appears.

	 18.	 In the Sort By field, select Probability. Then select Descending Order.

 

	 19.	 Click OK, and then click Next to move on to the Format Report page.
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	 20.	 Leave Table only selected for your report format, and then click Next.

The Report Summary screen displays your report selections.

	 21.	 Review the report details, and then click Next.

The Report Successfully Created confirmation page appears, indicating that you 
have successfully created a report.

	 22.	 On the confirmation page, click Finish to exit the Report Wizard.

The Report Wizard closes and you are returned to the New Report form, which 
automatically updates to reflect the details of your report. To see the results, 
you will have to run the report.
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	 23.	 On the form toolbar, click the Run Report button.

Your report displays within SQL Server Reporting Services. The resulting report 
provides insight into how many open opportunities exist for each owner. 
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Tip  After running the report, you can modify the filter to refine your report output, 
export to other formats (usually PDF, Excel, or Microsoft Word), or view an opportunity 
record by clicking the topic in the output.

CLEAN UP  Close the report and the Report form.

Modifying a Report
Now that you have seen the power of the Report Wizard, you can use it to create reports 
that are relevant to your business needs. Business needs change over time, and your 
reports will need to change accordingly. Additionally, you will often want to make small 
tweaks to the reports you have already built. For example, you might want to add a column 
or a grouping level, or you might want to modify the sort order. You can use the same 
interface in the Report Wizard to modify existing reports without having to start over.

In this exercise, you will modify the Active Opportunities By Owner report you created in 
the previous exercise. Specifically, you will modify the filter to include only those opportu-
nities with a closing probability greater than 50 and group results by manager in addition 
to record owner.
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SET UP  Use your own Microsoft Dynamics CRM installation in place of the site shown 
in this exercise. Use the Internet Explorer web browser to navigate to your Microsoft 
Dynamics CRM website, if necessary, before beginning this exercise. You need the 
Active Opportunities By Owner report you created in the previous exercise, and you 
need a user account that has privileges to create and update reports.

	 1.	 In the Workplace area, click Reports.

	 2.	 Select Active Opportunities by Owner without opening it. In the Records group 
on the ribbon, click the Edit button.

The Report form appears.

	 3.	 In the Report form, click Report Wizard to launch the Report Wizard. 

	 4.	 On the Get Started page of the Report Wizard, leave the default selections to work 
from your existing report so that your changes will overwrite the original settings. 
Click Next to proceed to the next step. 

	 5.	 On the Report Properties page, leave the current settings intact and click Next to 
proceed to the next step.

The Select Records To Include In The Report page appears, displaying the Status 
report parameter you configured in the previous exercise.

	 6.	 Add a new row by clicking Select and then choosing Probability.

	 7.	 Select Is Greater Than as the operator.

	 8.	 In the Enter Value field, enter 50.
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	 9.	 Click Next to proceed to the next step of the Report Wizard.

This selection refines your results to include only records with a probability value 
greater than 50.

	 10.	 On the Lay Out Fields page, revise the report format by clicking in the Click here 
to add a grouping field.

The Add Grouping dialog box appears.

	 11.	 In the Record type field, select Owning User (User).

	 12.	 In the Column field, choose Manager.

	 13.	 In the Summary type field, select Count.

 

With these selections, you are adding the owner’s manager to the report as an 
additional grouping level.

	 14.	 Click OK to close the Add Grouping dialog box. The new grouping level is added 
below the existing Owner grouping level in the report. 

	 15.	 In the Common Tasks pane, click the up arrow. 

This moves the manager grouping level above the owner, so that the opportunities 
for each sales owner will be grouped by the sales managers.

 

http://


	 Modifying a Report    331

Troubleshooting  You might see a warning message showing that the table exceeds 
the width of one printed page. This is due to the total pixel count of all columns in the 
report. To keep the report under one page wide for printing purposes, make sure that 
the sum of your column pixels is less than 960.

	 16.	 Click Next to proceed to the next step of the Report Wizard.

	 17.	 On this page and on the Report Summary page that follows, click Next to maintain 
the current selections.

The Report Successfully Created confirmation page appears, indicating that you 
have successfully updated the report.

	 18.	 Click Finish to exit the Report Wizard. 

The Report Wizard closes and you are returned to the Report form. The changes 
to your report are automatically saved.

	 19.	  In the form toolbar, click Run Report to view the report with your changes.

 

The report now includes an additional grouping level that shows total open oppor-
tunities at the manager level as well as at the owner level, and only includes those 
opportunities with a closing probability greater than 50. You can continue to refine 
your reports at any time with the Report Wizard.

CLEAN UP  Close the report and the Report form.
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Sharing a Report
The report you created in the previous exercise will reside in the Reports view of the 
Workplace area but will only display for you; most other users will not be able to see 
the report unless they have system administrator or other security rights. By default, 
Microsoft Dynamics CRM prevents other users from being able to use your report at 
this point, but it does allow you to share the report with other users as you see fit. This  
is helpful because:

●	 Several different users might use the Report Wizard to create many reports. If all 
reports are immediately available to everyone, the number of reports in the list 
will grow quickly and might lead to confusion.

●	 You might need a report for a very specific reason that does not apply to any 
other users, and therefore there is no reason to share it.

Although reports are not shared immediately, you can share them with other users in 
just a few steps.

In this exercise, you will share the report you created in the previous section with a 
specific user and then make it available to all users in your Microsoft Dynamics CRM 
environment.

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 
Active Opportunities By Owner report you created earlier in this chapter, and you 
need a user account that has a security role with privileges to publish reports.

	 1.	 In the Workplace area, click Reports.

	 2.	 Select Active Opportunities by Owner without opening the report.

	 3.	 In the Collaborate group on the ribbon, click the Share button.

The Who Would You Like To Share The Selected Report With? dialog box appears.

	 4.	 In the Common Tasks pane, click Add User/Team. 

The Look Up Records dialog box appears.

	 5.	 Search for system users and select any user. Then add the user to the Selected 
Records area, and click OK.

The selected user displays in the sharing dialog box, with Read rights assigned by 
default. You can modify the sharing rights to suit your specific needs.
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	 6.	 Click OK to save your sharing settings for the report.

The specified user will now see the report in the Reports view of the Workplace area.

Occasionally you might want to make the report available for every user rather than 
for specific users. Although you could select all users in the sharing dialog box, users 
that join your organization at a later time will not automatically have access to the 
report. In the next steps, you will make a report available to the entire organization 
so that even users who are added later are still able to access your report.

	 7.	 In the Reports view, select the Active Opportunities by Owner report without 
opening it, and on the ribbon, click Edit.

The Report form is displayed.

	 8.	 On the form toolbar, click Actions, and then select Make Report Available to 
Organization.

Troubleshooting  If the Make Report Available To Organization option does not 
appear in the Actions menu, you do not have rights to publish reports. Contact your 
system administrator about adding the Publish Reports privilege to your security role.

 

Your report is now available to the entire organization. You can also make the report 
a personal report again by following steps 7 and 8 above and selecting Revert To 
Personal Report.

CLEAN UP  Close the Report form.
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Scheduling a Report
When you run a report by using SQL Server Reporting Services in Microsoft Dynamics 
CRM, the report runs in real time and reflects the current data in the application. This 
works well for most of your reporting needs, but it can also pose challenges. For instance:

●	 Users who run the report at different times can communicate conflicting information, 
which leads to confusion and data integrity concerns.

●	 Real-time reports provide no historical perspective for comparison or trending 
purposes.

For example, you might want to run a monthly pipeline report to understand how the 
pipeline looks at the beginning of each month and to compare to previous months.

Microsoft Dynamics CRM provides a Report Scheduling Wizard to address this need. 
The wizard allows you to generate report snapshots either on demand or at a regularly 
scheduled time. 

Important  The Report Scheduling Wizard is not available in Microsoft Dynamics CRM 
Online.

In this exercise, you will schedule a report to run once a month at midnight.

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 Active Opportunities By Owner report you created earlier in this chapter, and 
you need a user account that has a security role with privileges to add Reporting 
Services reports.

	 1.	 In the Workplace area, click Reports.

	 2.	 Select Active Opportunities by Owner without opening the report.

	 3.	 In the Actions group of the ribbon, click Schedule Report.

Troubleshooting  If the Schedule Report button is not available on the ribbon, you 
do not have rights to schedule reports. Contact your system administrator about 
adding the Add Reporting Services Reports privilege to your security role.

The Report Scheduling Wizard appears. Here you can specify when a snapshot 
should occur.

http://


	 Scheduling a Report    335

	 4.	 Select On a Schedule, and then click Next to proceed to the Select Frequency page.

	 5.	 On the Select Frequency page, select Monthly and leave the default settings for 
the monthly schedule. 

The default settings schedule the report for the first day of the month at midnight.

 

	 6.	 Click Next to proceed to the next step of the Report Scheduling Wizard.

	 7.	 On the Select Start and End Dates page, leave the current date as the default 
start date, and leave No end date selected.

 

	 8.	 Click Next to proceed to the next step. 

The Define Report Parameters page is displayed, indicating that there are no  
parameters for the selected report.

	 9.	 Click Next to proceed to the next step of the Report Scheduling Wizard.

The Review Snapshot Definition page is displayed.

	 10.	 Verify that the settings are correct, and then click Create to schedule your report. 

A Completing The Report Scheduling Wizard confirmation page displays when the 
scheduling process is complete.
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	 11.	 On the confirmation page, click Finish to exit the Report Scheduling Wizard.

You have successfully scheduled the report. On the first day of the next month, 
the report snapshot will be taken and will be available for all users who have  
access to the report. When the report is run, an additional report will appear in  
the list with a name similar to the original report that includes a timestamp of the 
report’s run date.

 

Important  The report will not display any results until the first snapshot is generated, 
according to the schedule you specify in the Report Scheduling Wizard. Only the eight 
most recent report snapshots will be stored. When the ninth report is created, the 
oldest report will be deleted.

CLEAN UP  Close the Report form.
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Categorizing a Report
You now know how to create, modify, share, and schedule reports. As you begin creating 
additional reports, you’ll find proper categorization very helpful for organizing different 
types of reports into logical groupings. By default, the following categories are available 
for reports in Microsoft Dynamics CRM:

●	 Administrative Reports

●	 Marketing Reports

●	 Sales Reports

●	 Service Reports

Tip  Users with elevated security rights can modify and add report categories to match 
their business needs. This option is available on the Reporting tab of the System Settings 
dialog box, which is accessible in the Settings area. Contact your system administrator if 
you do not have access to this area.

In addition to providing local groupings for reports, the categorization feature provides 
other options, as described in the following table.

Categorization Field Description
Related Record Types This specifies the types of records relevant to the report. By 

default, this is set to the primary record type. In the Active 
Opportunities By Owner report example in this chapter, the 
Related Record Type is set to Opportunities.

Display In This specifies where the report can be accessed within Microsoft 
Dynamics CRM. The available options are:
●	 Forms For Related Record Types
●	 Lists For Related Record Types
●	 Reports Area
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Reports can be configured so that users can access them from grid and form toolbars as 
well as from the Reports view in the Workplace area. The Display In option of each report 
allows you to designate where the report can be accessed. The Reports Area option is set 
by default and makes the report available under the Reports list in the Workplace area. 
The other options are:

●	 Forms For Related Record Types  This option is selected by default and allows a 
report to be run from within a record. For example, the Account Overview report 
can be run from within an account record.

 

●	 Lists For Related Record Types  This option is selected by default and allows a 
report to be run from the grid toolbar. Again, the native Account Overview report 
can be run from account grids. You can select multiple records to include in the 
report, or run it for a single record.
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In this exercise, you will categorize the Active Opportunities By Owner report 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 Active Opportunities By Owner report you created earlier in this chapter.

	 1.	 In the Workplace area, click Reports.

	 2.	 Select the Active Opportunities by Owner report without opening it, and on the 
ribbon, click the Edit button.

The Report form displays.

	 3.	 In the Categorization section, in the Categories field, click the ellipsis button.

The Select Values dialog box appears.

	 4.	 In the Available Values section, click Sales Reports, and then click the right arrow 
button to select the value.
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Tip  You can add multiple values to the Selected Values list to assign the report to 
multiple categories.

	 5.	 Click OK to close the dialog box.

	 6.	 On the Report form, click Save and Close to save the category selection.

	 7.	 In the Reports grid, in the view selector, select Sales Reports.

The Active Opportunities By Owner report now appears in the sales grouping.
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Key Points
●	 The Report Wizard allows you to create SQL Server Reporting Services reports 

through an easy interface by using a step-by-step process.

●	 You can aggregate data by grouping fields with the Report Wizard. Additionally, you 
can specify which columns to include in the output of the report.

●	 Several report formatting options are available, including column width definition, 
column ordering, and sorting.

●	 You can modify Report Wizard reports by using the same wizard you use to create 
reports. 

●	 You can share reports you create with other users or make them available to all 
users in your organization.

●	 Report scheduling allows you to record point-in-time snapshots of a report auto-
matically by specifying a single or recurring time. You can also record a report 
snapshot on demand.

●	 Microsoft Dynamics CRM provides several report categorization options to enable 
you to specify how a report is grouped and where the report is available to be run 
within the application.
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	16	 Using 
		  Advanced Find

In this chapter, you will learn how to
✔	 Perform ad hoc queries by using Advanced Find.
✔	 Organize and format Advanced Find results.
✔	 Create a saved view.
✔	 Share your saved views with other users.
✔	 Build a complex query to search data.
✔	 Use the edit multiple records and assign multiple record tools to take action on 

query results.

An important benefit of CRM systems is the central repository of customer data that 
builds as sales, marketing, and customer service teams track their interactions with cus-
tomers. As this store of data grows, managers face the need to report on and analyze 
the data to understand trends and identify areas for improvement. Microsoft Dynamics 
CRM provides a variety of tools for extracting data and presenting it in a simple and 
easy-to-use format. This chapter focuses on the best tool for this task: Advanced Find. 
The Advanced Find tool lets you create your own queries by using a simple interface. 
When end users are empowered to create reports and filter the results to return only 
the records they want, they can perform their jobs, and the organization’s IT resources 
can stay focused on more complex business requirements.

In this chapter, you will learn how to harness the power of the Advanced Find tool by 
creating a query, saving it as a system view that can be shared with others, and updating 
multiple records in the results set.

		
	 	  

		
 	

   
      . . . . . . . . . . . . . . . . . . . . . . . . . . 

     
   
           . . 
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Tip  Advanced Find respects the security settings of the end user. As a rule of thumb, 
you can assume that if a user can see the record elsewhere in the application, that user 
will be able to gain access to it within Advanced Find.

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.

Performing Advanced Find Queries
Business needs can change frequently over the course of a project and, as a result, reporting  
needs also change. Ad hoc reporting has become a standard feature within most business 
applications, but expecting end users to define all of their reporting needs before a system 
is implemented is unrealistic. The Advanced Find tool within Microsoft Dynamics CRM pro-
vides a flexible interface that allows end users to query, view, analyze, and update data on 
an ongoing basis. With Advanced Find, predefined queries can be saved as the system is 
implemented and new queries can be created as the reporting needs of a business change. 
Examples of how Advanced Find is commonly employed by end users include:

●	 Configuring a customized to-do list to follow up on open opportunities.

●	 Determining leads that fall into a specific geographical region for distribution and 
assignment.

●	 Finding all activities due on the current date for a specific customer service repre-
sentative who has called in sick, so that the activities can be reassigned to a different 
representative.

●	 Obtaining a list of contacts that have not been modified in more than two years, 
so that they can be considered for deactivation.
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Advanced Find queries rely on an intuitive set of operators that you select when 
building a query. The data fields you select in your query determine the operators 
that will be available for filtering. The following table highlights the operators avail-
able for the different types of data fields.

Data Type Operators
User (Owner) Equals Current User

Does Not Equal Current User
Equals Current User’s Teams
Equals
Does Not Equal
Contains Data
Does Not Contain Data

Contains
Does Not Contain
Begins With
Does Not Begin With
Ends With
Does Not End With

Text Equals
Does Not Equal
Contains
Does Not Contain
Begins With

Does Not Begin With
Ends With
Does Not End With
Contains Data
Does Not Contain Data

Numeric Equals
Does Not Equal
Is Greater Than
Is Greater Than or Equal To

Is Less Than
Is Less Than or Equal To
Contains Data
Does Not Contain Data

Lookup Equals
Does Not Equal
Contains Data
Does Not Contain Data
Contains

Does Not Contain
Begins With
Does Not Begin With
Ends With
Does Not End With

Bit Equals
Does Not Equal
Contains Data
Does Not Contain Data
Contains

Does Not Contain
Begins With
Does Not Begin With
Ends With
Does Not End With

(continued)
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Data Type Operators
Date On

On or After
On or Before
Yesterday
Today
Tomorrow
Next 7 Days
Last 7 Days
Next Week
Last Week
This Week
Next Month
Last Month
This Month
Next Year
Last Year
This Year
Last X Hours
Next X Hours
Last X Days
Next X Days
Last X Weeks
Next X Weeks

Last X Months
Next X Months
Last X Years
Next X Years
Any Time
Older Than X Months
Contains Data
Does Not Contain Data
In Fiscal Year
In Fiscal Period
In Fiscal Period and Year
In or After Fiscal Period
In or Before Fiscal Period
Last Fiscal Year
This Fiscal Year
Next Fiscal Year
Last X Fiscal Years
Next X Fiscal Years
Last Fiscal Period
This Fiscal Period
Next Fiscal Period
Last X Fiscal Periods
Next X Fiscal Periods

For each query, you can specify as many search criteria as you need. You must designate 
the primary record type you want to have returned in the results, but you can also include 
data fields from related records in your query. For example, you might search for top sales 
opportunities that are assigned to sales representatives in a particular geographic region. 
Your search could include the data fields that the sales team uses to rate opportunities as 
well as the sales region field for the user records to which opportunities are assigned.
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In this exercise, you will create an Advanced Find query to view the opportunities that 
have a probability value greater than 50 for accounts in the city of Redmond.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site shown 
in this exercise. Use the Windows Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website before beginning this exercise.

	 1.	 In the Data group on the ribbon, click the Advanced Find button.

The Advanced Find window appears.

	 2.	  In the Look for list, select Opportunities.

This specifies the primary entity for which you will be executing the query.

 

	 3.	 In the Select field, choose Probability to set the search criteria for the opportunity’s 
Probability field. 

A list of operators displays to the right of the Select field.

Tip  The Select field shows all searchable fields for the specified entity. System 
administrators can modify the selection of fields that are searchable in the database.

	 4.	 In the Operator field, select Is Greater Than, and then enter 50 in the Enter 
Value field.

Tip  The Select field turns into a list when you click it, and a new row automatically 
appears below each row you add to your query, so you can add as many rows as 
needed in your search criteria.
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	 5.	 In the second row of the Advanced Find query, in the Select field, scroll to the 
bottom of the list to the Related section and select Potential Customer (Account) 
to add a data field from the account record type to your search. This allows you to 
filter on attributes of the accounts related to the opportunities.

	 6.	 In the Select field, choose Address 1: City.

	 7.	 Leave Equals selected in the Operator field, and in the Enter Value field, enter 
Redmond.

 

	 8.	 Click the Results button in the Show group on the Advanced Find tab of the 
ribbon.

The results of your search are displayed.

 

Tip  If you want to modify an existing system view, navigate to the view in the Saved 
View list before clicking the Advanced Find button. This will open the Advanced Find 
screen with the criteria from the system view already set. This also allows you to  
easily understand the criteria used in the system views.
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Organizing and Formatting Advanced Find Results
As you can see, Microsoft Dynamics CRM gives you the power to create a report that 
contains a set of records based on specific, user-defined criteria and yet that is simple 
to put together. In addition to building your own search query, you can also format 
Advanced Find results to include additional data columns, and you can sort, order, and 
size the results columns to meet your reporting needs. You can do the following tasks:

●	 Add any column you want to the results.

●	 Adjust the order of the columns.

●	 Modify the size of each column.

●	 Define the sort order of the output.

For example, you might want to create a list of contacts that includes the contact name 
and primary address fields in a specific order. This can be accomplished with ease in 
Microsoft Dynamics CRM.

In this exercise, you will use the search query you created in the previous exercise, 
modifying the columns that appear in the output to include the Probability field for 
each opportunity as well as the Industry field for the customer account. In addition, 
you will sort and format your results.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. 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 Advanced Find button.

The Advanced Find screen appears.

	 2.	 In the Look for list, select Opportunities, and then click the Edit Columns button 
in the View group on the ribbon.

The Edit Columns dialog box appears. Here you can modify the column order, set 
the column width, add or remove columns, and configure sorting.
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	 3.	 In the Common Tasks area, click Add Columns.

The Add Columns dialog box appears.

	 4.	 Locate the Probability field and select the check box next to it to add the field to 
your results.
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	 5.	 In the Record Type list at the top of the form, change the record type to Potential 
Customer (Account).

Notice that you can add columns from related record types in addition to those 
from the primary record type.

	 6.	 Select the Industry check box, and click OK.

The newly added columns appear to the right of the original columns. 

 

Important  For each record type in Microsoft Dynamics CRM, system administrators 
can configure the default columns that appear in each Advanced Find results set. The 
images in this chapter show the default view for opportunities in Microsoft Dynamics 
CRM. It’s possible that your results will include different columns. If there is a column 
you frequently add to your searches, ask your system administrator about adding it to 
the default Advanced Find view.

	 7.	 In the Edit Columns dialog box, select (don’t double-click) the Industry column 
heading.

The border color changes to green.

	 8.	 In the Common Tasks area, click the left arrow until the Industry column is the 
first column in the results grid.
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	 9.	 Double-click the Industry column.

The Change Column Properties dialog box appears.

 

	 10.	 Change the column width to 200 pixels by selecting 200px, and click OK.

This setting doubles the column width from the 100-pixel default.

	 11.	 In the Edit Columns dialog box, in the Common Tasks pane, click Configure Sorting. 

The Configure Sort Order dialog box appears.

	 12.	 In the Sort By field, select Probability, and then select Descending Order.
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	 13.	 Click OK. This sorts the results so that the opportunities with the highest closing 
probability appear at the top of the report.

Tip  Notice that you can also sort by a secondary column.

	 14.	 In the Edit Columns dialog box, click OK to close the dialog box.

	 15.	 On the Advanced Find tab of the ribbon, in the Show group, click the Results 
button. The search results are displayed with the new columns you added.

  

Creating and Sharing a Saved View
What if, sometime in the future, you want to run the same Advanced Find query for which 
you have already defined the criteria, specified the output format, and defined the sort 
order to address your needs? You would find it frustrating if you had to go through all of 
these steps each time you wanted to produce the report. Fortunately, Microsoft Dynamics 
CRM allows you to create saved views to save your Advanced Find queries for future use. 
Saved views can be run or modified at a later date, sparing you from recreating reports 
you run on a regular schedule.

Tip  Although saved views store the specified criteria and formatting settings, results 
are dynamic and reflect the records that match your search criteria at the time the 
saved view is accessed. Saved views are not point-in-time data snapshots.

In earlier chapters, you learned how to share charts, dashboards, and reports with your 
co-workers. In addition to sharing these items, you can also share saved views with 
your colleagues so they too can benefit from your reports.
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Saved views can be shared with other users or with teams (groups of users that share 
access privileges to certain records). By default, each user or team is granted Read access 
when you share a saved view. This allows the user or team to access the saved view, but 
not modify it. Additional permissions can be assigned when you share a saved view. The 
following table outlines the security privileges available when sharing a view.

Privilege Description
Read Users can access the view but cannot modify it.
Write Users can modify the view to include additional criteria, results fields, or 

other formatting.
Delete Users can delete the view from the Microsoft Dynamics CRM database.
Append Users can associate other records with the view.
Assign Users can assign the view to a new system user.
Share Users can share the view with additional users or teams while maintaining 

their own access to the view.

In this exercise, you will save the view you created in the previous section so you can 
access it in the future. You will also share the view with another user.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. Use the Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website, if necessary, before beginning this exercise.

	 1.	 In the Advanced Find window that displays the query you created in the previous 
section, click the Save As button.

The Query Properties dialog box appears.

	 2.	 In the Name field, enter Hot Opportunities in Redmond Market.

	 3.	 In the Description field, enter Opportunities in Redmond with a probability 
greater than 50.
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	 4.	 Click OK. Then, in the Advanced Find window, in the Show group of the ribbon, click 
the Saved Views button to see the newly created saved view.

In addition to being accessible from the Saved View list, the saved view will appear 
in the View list on the Opportunities grid.

 

	 5.	 Select the newly created view, and then click Share in the Collaborate group on 
the Saved Views tab of the ribbon. 

The Who Would You Like To Share The Selected Saved View With? dialog box 
appears. 

 

	 6.	 In the Common Tasks pane, click Add User/Team.

The Look Up Records dialog box appears.

	 7.	 Enter the name of another system user in the Search field, and then press Enter.

	 8.	 Select a user record and click the Add button to move the record from the Results 
box to the Selected Records box. Then click OK.
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The selected user is returned to the shared user screen. By default, the user receives 
Read rights to your view. In addition to Read rights, you can empower the user to 
write, delete, append, assign, and share your view with others.

 

	 9.	 In the Who would you like to share the selected saved view with? dialog box, 
click OK.

With just a few clicks, you have now allowed your colleagues to benefit from the 
reports you created. 

Using Advanced Filter Criteria
By default, Microsoft Dynamics CRM applies AND logic to queries that include two or 
more search criteria. This means that results are limited to those records that meet all 
search criteria in the query. However, you also might be required to produce a report 
with records that match only one of several criteria. In this instance, you could use OR 
logic in Advanced Find to search multiple fields to find records that have matching data 
in only one of the fields.

In this exercise, you will use the Group AND and Group OR functionality of the Advanced 
Find tool. As you saw earlier, the original criteria we applied to the Hot Opportunities In 
Redmond Market saved view included all opportunities that met the following criteria:

●	 The opportunity probability is greater than 50.

●	 The accounts are in the city of Redmond.

Now you will expand the criteria to include opportunities in Chicago in addition to those 
in Redmond.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. Use the Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website, if necessary, before beginning this exercise.

	 1.	 Launch Advanced Find if it is not open already. 
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	 2.	 In the Advanced Find query window, in the Look for field, select Opportunities, and 
then select Hot Opportunities in Redmond Market in the Use Saved View list. 

The criteria for the saved query display.

	 3.	 On the Advanced Find tab of the ribbon, in the Query group, click the Details 
button.

Tip  By default, the Advanced Find mode is set to Simple, which means that the 
details of the query are not shown until you click the Details button. You can change 
this setting on the General tab in the Set Personal Options area, which is accessible 
from the Options menu on the File tab of the ribbon.

	 4.	 In the Potential Customer (Account) section, click the Select field underneath the 
row that specifies the city as Redmond.

	 5.	 In the Select field, choose Address 1: City.

	 6.	 In the Enter Value field, enter Chicago.

Because Microsoft Dynamics CRM uses AND logic by default, if you click Find at 
this point, your search will not return any results, because no single account record 
can have a primary address in both Redmond and in Chicago. 

	 7.	 Click the arrow to the left of the first Address 1: City field, and then click Select Row.

 

	 8.	 Click the arrow to the left of the second Address 1: City field, and then click 
Select Row.

	 9.	 On the Advanced Find tab of the ribbon, in the Query group, click the Group OR 
button.
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This selection updates the logic so that records that have a primary address in the 
city of Redmond or Chicago will be returned in the results.

	 10.	 Click the Results button in the Show group to see the results matching your 
new query.

Using Edit Multiple Records and Assign Multiple 
Records from Advanced Find

It is certainly powerful and exciting to have the ability to create a list of records that 
match your specific criteria. The ability to take action on those records to strengthen 
your Microsoft Dynamics CRM database and adapt it to your business as it evolves is 
equally important. With Microsoft Dynamics CRM, you can take many actions on the 
results of an Advanced Find query. For example, you can:

●	 Export the data to Microsoft Excel.

●	 Edit multiple records.

●	 Assign multiple records.

●	 Deactivate the records.

In this section, we focus on the edit multiple records and assign multiple records function-
alities. With the Microsoft Dynamics CRM edit multiple records functionality, you can make 
a change to many records at one time from any grid. For example, you might use edit 
multiple records or assign multiple records if:

●	 You realize that data has been entered incorrectly for several records.

●	 You add a new attribute that you would like to populate for all records.

●	 An employee decides to leave your company, and you need to distribute 
the records that the employee owns to other team members.
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Important  Multiple record edit rights might not be available for every user. The 
user’s ability to use edit multiple records is configured by system administrators in  
the user’s security role.

In this exercise, you will edit the Address 1: City field of multiple records by using the edit 
multiple records tool. In addition, you will use the assign multiple records functionality to 
assign ownership of multiple records.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in the exercise. Use the Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website, if necessary, before beginning this exercise.

	 1.	 In the Workplace area, click Accounts.

The default view appears in the grid.

Troubleshooting  You will see My Active Accounts as the default view. This view 
includes the Account Name, Main Phone, Address 1: City, Primary Contact, and 
E-mail (Primary Contact) fields for the accounts you own. The default view can be 
modified and therefore might be different in your environment.

	 2.	 In the Data group on the Accounts tab of the ribbon, click the Advanced Find 
button.

The criteria from the current view populate the Details section.

 

	 3.	 Click the Details button in the Query group to view the details of the query, and 
then add a new search field by choosing Address 1: City in the Select field.

	 4.	 Leave the operator as Equals, and enter NY in the Enter Value field.

	 5.	 Click the Results button in the Show group.

All active accounts that you own with a city value of NY are displayed. Next, you 
will update that value to New York by using the edit multiple records tool.
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Important  If your search did not return at least two results, modify the query 
before continuing with this exercise.

	 6.	 Select several records. In the Records group on the Accounts tab of the ribbon, 
select Edit.

The Edit Multiple Records dialog box appears. It resembles a blank Account form.

 

	 7.	 Enter New York in the City field, and then click Save.

Important  This action cannot be undone.

After you have clicked Save, the underlying records will be updated.

Tip  If your query results return multiple pages, you will need to edit records one 
page at a time. The number of records returned on a page can be modified in the 
Personal Options area to a maximum of 250.
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	 8.	 In the results grid, select at least two additional records by pressing the Ctrl key 
while clicking them.

	 9.	 In the Collaborate group on the Accounts tab of the ribbon, click the Assign 
Accounts button. The Assign Accounts dialog box appears.

 

	 10.	 In the dialog box, select Assign to me to assign the selected records to yourself.

Key Points
●	 The Advanced Find tool in Microsoft Dynamics CRM allows you to search data in 

your system. You can filter results and display columns from the primary record 
type you are searching as well as from related record types.

●	 You can format and sort the output of your query to meet your specific needs.

●	 You can save your Advanced Find views for later use.

●	 With sharing, you can distribute your saved views to other users.

●	 You can create complex queries by using Group AND and Group OR logic.

●	 You can take action on the results of an Advanced Find query by using the edit 
multiple records and assign multiple records functionalities to update multiple 
records at a time and assign them to other users.
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	17	 Reporting 
		  with Excel

In this chapter, you will learn how to
✔	 Export static data to Excel worksheets.
✔	 Export dynamic data to Excel worksheets.
✔	 Export dynamic data to Excel PivotTables.
✔	 Upload Excel reports to the Reports list in Microsoft Dynamics CRM.

Microsoft Dynamics CRM provides several options for data reporting. The combination 
of Advanced Find views and the Microsoft SQL Server Reporting Services Report Wizard 
makes for a powerful suite of reporting tools. Microsoft Dynamics CRM provides an addi-
tional reporting option that many users like to use: you can export data to Microsoft Excel. 
The ability to export your Microsoft Dynamics CRM data to Excel within the Microsoft 
Dynamics CRM interface allows you to export data into a static worksheet, a dynamic 
worksheet, or a dynamic PivotTable for further analysis and reporting. By choosing a 
dynamic export option, you can ensure that the Excel file maintains a live connection 
to the Microsoft Dynamics CRM database that allows you to refresh the data from within 
Excel. Consider how useful this functionality would be in the following scenarios:

●	 You have an Advanced Find view that you export weekly to print for a meeting. You 
can export to a dynamic file one time, format the report to your liking, and open it 
up from a saved location to get the most recent data.

●	 You have a PivotTable report that you use to view aggregated data. You can set up 
the PivotTable one time and reuse it as needed.

When you export data to Excel, Microsoft Dynamics CRM security settings apply, so that 
you can only export those records to which you have access in Microsoft Dynamics CRM.

In this chapter, you will learn how to create static and dynamic Excel reports. You will 
also learn how to create PivotTable reports that use data from Microsoft Dynamics CRM. 
Finally, you will learn how to upload an Excel report into the Reports area of Microsoft 
Dynamics CRM to share your Excel report with other users. 
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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.

Important  The ability to export data to Excel is configurable at the user level. If you 
cannot see the export buttons and options referred to in this chapter, contact your system 
administrator for assistance.

Exporting Static Data to Excel Worksheets
Excel is a tool that most people in traditional business environments are familiar with 
and use in some capacity. With Excel, you can organize, format, and analyze data. Many 
business applications give the end user the ability to export or download record-level 
data into Excel, and Microsoft Dynamics CRM is no exception. 

It is very easy to export a list of records into Excel. If you have been using Microsoft 
Dynamics CRM for a while, you have probably already used this feature to export 
data to Excel. 

For a simple, one-time report, you can export data from any grid in Microsoft Dynamics 
CRM in a static worksheet. The worksheet is described as static because the data will 
not be updated in Excel if it is changed in Microsoft Dynamics CRM after it is exported. 
A static data export reflects a point-in-time snapshot of a set of records in Microsoft 
Dynamics CRM. 

When you export static data into Excel, the data is exported exactly as it appears in the 
Microsoft Dynamics CRM grid, so that the exported worksheet includes the fields that 
are displayed in the grid and uses the same field order, sorting, and field widths. You 
can export most data grids into Excel, including the results of an Advanced Find.
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Later in this chapter, you will learn how to establish a live link with your Microsoft 
Dynamics CRM application by exporting dynamic data, which allows you to continually 
analyze your business data within Excel.

In this exercise, you will export a static Microsoft Dynamics CRM data view into Excel. 

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site shown 
in this exercise. Use the Windows Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website before beginning this exercise.

	 1.	 In the Workplace area, click Accounts.

	 2.	 In the view selector, select Active Accounts.

The data grid updates to display a list of active accounts.

 

	 3.	 On the ribbon, in the Data group of the Accounts tab, click the Export to Excel 
button. 

Tip  The Export To Excel button is available on most grids within Microsoft Dynamics 
CRM. You can export system-related information such as lists of reports or data imports 
in addition to lists of core records such as accounts, contacts, and opportunities.
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The Export Data To Excel dialog box appears. 

 

	 4.	 Leave Static worksheet with records from this page selected, and click the Export 
button.

Tip  If the records in the Active Accounts view span multiple pages, you will be 
presented with two options in step 4:

Static worksheet with records from this page

Static worksheet with records from all pages in the current view

These options allow you to choose whether to return all records from the view  
or just the records on the first page of the view results.

The File Download dialog box appears.
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	 5.	 Click Open to launch Excel and open the export file. Alternatively, you can also select 
Save if you want to save the Excel file to your computer.

 

The active account records have now been downloaded to Excel. You can format, 
modify, and analyze the data in Excel to meet your needs without affecting your 
Microsoft Dynamics CRM database. 

Important  If you do not have Excel installed on your computer, the file will not 
open. Contact your system administrator if you do not have Excel. Alternatively, 
Microsoft provides a tool called Excel Viewer, which allows you to open Excel files  
for viewing. Excel Viewer can be found on the Microsoft Download Center site at 
http://www.microsoft.com/downloads.

http://www.microsoft.com/downloads
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Exporting Dynamic Data to Excel Worksheets
If you are using Microsoft Dynamics CRM as it is intended, your data changes regularly. 
The number of records in your database on a particular day will probably be different the  
next day, and the data captured within those records will be updated frequently. Con-
sequently, the static data you exported to Excel in the past will probably be out of date 
after a day or two. You can easily export the static data again, but you will lose any format-
ting or additions you made to the Excel file. Fortunately, Microsoft Dynamics CRM lets you 
export dynamic data to Excel so that you can create your desired output once and refresh 
your data from within Excel. When you tap the power of dynamic worksheets, you can set 
up your file one time and simply open it when needed. You don’t need to have Microsoft 
Dynamics CRM open to benefit from the data within the application. 

Additionally, when you place the dynamic file on a shared network drive, other users can 
benefit from your report by seeing their data in the format you created. For example, in 
the exercise in this section, you will create a dynamic file from the My Activities view, which 
shows only those activities assigned to you. When another user opens the file from his or 
her workstation, only that user’s activities will appear. 

In this exercise, you will export data to a dynamic Excel file. You will then update your 
Microsoft Dynamics CRM application and refresh your data from within Excel to see the 
power of the dynamic file in action. 

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. Use the Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website, if necessary, before beginning this exercise.

	 1.	 In the Workplace area, click Activities.

The default activities view, My Activities, appears. If there are no activities in the 
default activities view, create a new activity for this exercise.

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

	 2.	 Click the Export to Excel button.

The Export Data To Excel dialog box appears.

	 3.	 Select Dynamic worksheet. The Edit Columns button becomes active.

This button allows you to modify the columns in the output of your dynamic 
worksheet, in case you want to add columns or reorder the fields in the data grid.
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	 4.	 Click the Edit Columns button to launch the Edit Columns dialog box.

See Also  The Edit Columns screen functionality was reviewed earlier in this book. 
If you need a refresher on editing columns, see “Organizing and Formatting Advanced 
Find Results” in Chapter 16, “Using Advanced Find.”

	 5.	 In the Common Tasks pane, click Add Columns.

The Add Columns dialog box appears.

	 6.	 Select the check box next to the Last Updated field to add the modified date to 
your export, and then click OK.

The Last Updated field is added to the grid preview in the Edit Columns dialog box.

	 7.	 Click OK to save your changes and return to the Export Data to Excel dialog box.

	 8.	 Click Export to export the dynamic data to Excel. 

The File Download dialog box appears.

	 9.	 Click Save and save the file to a familiar location, using the file name Dynamic 
Activity Export.

The Download Complete dialog box displays when the file has been saved.

	 10.	 Click the Open button in the Download Complete dialog box to view the Dynamic 
Activity Export file.

The file includes the records from the My Activities view.

Important  You might get a security alert beneath the ribbon in Excel showing that 
data connections have been disabled. You can enable the content by clicking the 
Options button and selecting Enable This Content.

	 11.	 In the Excel file, rename the Activity Type column header to Type.

	 12.	 On the keyboard, press Ctrl+A to select all of the rows in the Excel worksheet. 
In the Font Type field, select Tahoma.

	 13.	 Save the Excel file, and then close Excel.

	 14.	 Navigate back to the My Activities view within Microsoft Dynamics CRM. 

	 15.	 On the Activities tab of the ribbon, click the New button to add a new activity. 

The New Activity menu appears.
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	 16.	 Click the Phone Call button.

The New Phone Call form appears.

	 17.	 Enter a subject, a Regarding value, and a due date.

	 18.	 Click the Save and Close button.

The new activity now appears in the My Activities view.

See Also  Working with activities was discussed earlier in this book. If you need a 
refresher on this subject, see Chapter 4.

	 19.	 Open the Dynamic Activity Export file from within Excel or Windows Explorer. 

 

The new record is now included in your Excel file. Additionally, the formatting 
changes you made remain intact. Any time you open the file from now on, it will 
automatically refresh.
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If you want to refresh the file without closing and reopening it, you can simply 
right-click within the resulting rows and select Refresh. 

 

Exporting Dynamic Data to Excel PivotTables
In addition to letting you export data to dynamic Excel worksheets, Microsoft Dynamics 
CRM lets you export data to Excel PivotTables. Excel PivotTables give you the ability to 
cross-tabulate data to produce summarized reports.

Some people initially struggle with the concept of PivotTables. Consider the following 
example, in which you have this table of activities:

Activity Type Owner Due Date
Phone Call Mike Snyder 8/15/2010
Task Jim Steger 8/15/2010
Appointment Jim Steger 8/12/2010
Phone Call Jen Ford 8/19/2010
Phone Call Jim Steger 9/1/2010
Task Jen Ford 9/5/2010
E-mail Mike Snyder 9/5/2010
Appointment Jen Ford 9/7/2010
Task Jen Ford 9/7/2010
Phone Call Jim Steger 9/7/2010
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This table consists of flat data in columns and rows. Flat data generally serves as the 
basis for a PivotTable. With a data set of this size, you can easily count the records to 
summarize the data in a variety of ways. For example:

●	 Four of the activities are phone calls. 

●	 Mike Snyder is the owner of two activities.

●	 Three activities have a due date of 9/7/2010.

However, as your data set grows, summarizing the data at a glance becomes impossible. 
With a PivotTable, you can eliminate the manual calculation and pivot the data to get the 
answers. The following table is an example of a PivotTable on the flat data sample.

  Jim Steger Jen Ford Mike Snyder Grand Total
Appointment 1 1   2
E-mail     1 1
Phone Call 2 1 1 4
Task 1 2   3
Grand Total 4 4 2 10

With the PivotTable, you can easily see how many activities exist for each owner by type 
and in total. It also becomes clear how many total activities exist by type. You could have 
pivoted the data by due date rather than by owner or activity type to see aggregates by 
due date. 

Important  This chapter is not intended to teach you the full capabilities of PivotTables; 
it’s meant to provide insight into basic PivotTable capability as it relates to your Microsoft 
Dynamics CRM data. For more information about PivotTables, see Microsoft Excel 2010 
Step by Step, by Curtis Frye (Microsoft Press, 2010).

Although the concept of PivotTables might be intimidating at first, when you have gained 
familiarity with the process, you will be able to create powerful reports very efficiently. 
Similar to a dynamic worksheet, a dynamic PivotTable establishes a live link with your 
Microsoft Dynamics CRM database. Report setup is a one-time investment that you can 
benefit from continually. And learning how to use Excel PivotTables can help you solve 
reporting needs from other business-critical applications as well. 

In this exercise, you will export data to a dynamic PivotTable to organize and summarize 
your Microsoft Dynamics CRM data.
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SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. Use the Internet Explorer web browser to navigate to your 
Microsoft Dynamics CRM website, if necessary, before beginning this exercise.

	 1.	 In the Workplace area, click Activities.

The default activities view, My Activities, appears. 

	 2.	 Click the Export to Excel button.

The Export Data To Excel dialog box appears.

	 3.	 Select Dynamic PivotTable. Notice that the Select Columns button becomes 
active. 

	 4.	 Click the Select Columns button. 

The Select PivotTable Columns dialog box appears. The columns that appear in the 
My Activities grid are selected by default.

 

	 5.	 Select the check box for the Activity Status field, and click OK.

This selection will make the Activity Status field available in the PivotTable.

	 6.	 Back in the Export Data to Excel dialog box, click Export.

The File Download dialog box appears. 

	 7.	 Click Open. 

This opens Excel and displays an empty PivotTable. 
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Important  You might get a security alert beneath the ribbon in Excel showing that
data connections have been disabled. You can enable the content by clicking the 
Options button and selecting Enable This Content.

	 8.	 In the PivotTable field list on the right side of the screen, drag the Due Date field to 
the Row Labels section. Then drag the Due Date field to the Values section. 

The PivotTable shows a count of activities by due date.

 

Tip  While you are counting records, you can summarize numeric information in a 
variety of ways by changing the calculation type. To change the calculation type, click  
the arrow next to the field in the Values section and click Value Field Settings. For 
example, you can modify the settings to summarize the data by Sum or Average.

	 9.	 Drag Due Date from the Row Labels section to the Column Labels section.

The same data is now pivoted in the opposite direction.

	 10.	 Drag the Activity Type field into the Row Labels section.
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The count of activities by due date for each activity type is now displayed.

 

	 11.	 Drag the Priority field into the Report Filter section.

Priority now appears at the top of the PivotTable as a parameter. When you make 
a selection in the Priority field, the PivotTable results will refresh for records with 
the selected priority.

You can continue to add fields into the PivotTable report to refine your analysis.
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Advanced PivotTables

With dynamic PivotTables, you can create countless summary-level reports with just 
a few clicks. To further illustrate the capabilities, here are two examples of dynamic 
PivotTables created from Microsoft Dynamics CRM data.

Example 1: Revenue by customer, filtered on closing probability

 

Example 2: Breakdown of customer accounts by city
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Uploading Excel Reports to the Reports List in 
Microsoft Dynamics CRM

You are now able to create reports that have value to others in your organization in 
addition to yourself. Although you learned that you can store dynamic Excel reports  
in a shared network location, this might be cumbersome and difficult to find. Microsoft 
Dynamics CRM allows you to also upload reports to the Reports area and share the 
reports so that users can access all of their reports within the application.

In this exercise, you will upload a report to the Reports area of Microsoft Dynamics CRM.

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 Dynamic Activity Export file you created earlier in this chapter.

	 1.	 In the Workplace area, click Reports.

The default Report view, Available Reports, appears. 

	 2.	 Click the New button.

The New Report dialog box appears.

	 3.	 In the Report Type field, select Existing File. 

	 4.	 In the Source section of the dialog box, click the Browse button. 

The Choose File To Upload dialog box appears.

 

	 5.	 Navigate to the Dynamic Activity Export file you created earlier in this chapter, 
and click Open. 

The file path now appears in the File Location field of the New Report dialog box.
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	 6.	 Click the Save and Close button to save your report in Microsoft Dynamics CRM. 
You will now see the report in the available reports list.

	 7.	 Double-click the Dynamic Activity Export report to run your report. Your report 
is launched. 

You have successfully uploaded your report to Microsoft Dynamics CRM.

See Also  The Reports area, report categorization, and report sharing were discussed 
earlier in this book. If you need a refresher on this subject, see Chapter 15, “Using the 
Report Wizard.”

Key Points
●	 You can export data to Excel from most record grids within Microsoft Dynamics CRM 

by clicking the Export To Excel button.

●	 When exporting data to Excel, you can choose to export static or dynamic data. 

●	 Static data exports provide a snapshot of data as it exists at the time of export. 

●	 Dynamic data exports establish a live link with the Microsoft Dynamics CRM 
database and can be refreshed at any time. Any formatting done on a dynamic 
Excel file is preserved on refresh.

●	 A dynamic export to an Excel PivotTable provides you with a mechanism to 
summarize data in a cross-tabbed, or pivoted, table. 

●	 Dynamic exports can be uploaded and shared so that other users can benefit 
from the reports you create. When another user opens a dynamic report, the 
data that appears will mirror the data that user can access in Microsoft Dynamics 
CRM, presented in the format you created.
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	18	 Bulk Data Importing
In this chapter, you will learn how to

✔	 Import records by using the Import Data Wizard.
✔	 Map data automatically in the Import Data Wizard.
✔	 View the results of an import.
✔	 Resolve import errors. 
✔	 Update existing data by using the Data Enrichment feature.

Sales and marketing professionals often need to load bulk data into their Microsoft 
Dynamics CRM systems. Manually entering these records would be a time-consuming 
and expensive task. Examples of bulk data that might need to be imported include:

●	 A list of leads, contacts, or accounts purchased from a third party.

●	 A list of contacts obtained from a conference recently attended by the sales staff.

●	 A file full of business contacts brought by an employee who has just joined the 
company.

Microsoft Dynamics CRM allows users to import data with an easy-to-use Import Data 
Wizard. With this wizard, you can import hundreds or thousands of records in just a few 
clicks. In addition to importing core record types such as leads, contacts, and accounts, 
you can also use the Import Data Wizard to import other record types, including any 
custom record types created by your system administrator.

In this chapter, you will learn how to import data by using the Import Data Wizard. 
Additionally, you will learn how to view the results of a data import and how to trouble-
shoot import errors. Finally, you will learn how to update existing data quickly by taking 
advantage of the data enrichment feature.

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 file you’ll use to complete the 
exercises in this chapter is in the Chapter18 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  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.

Using the Import Data Wizard
Most data import tools allow users to import simple values into text fields. For more com-
plex data importing—importing into drop-down lists and lookup fields, for example—you 
usually need to enlist IT resources to write code to map the data. These tasks usually have 
to go through a prioritization and scheduling process. By the time the data is finally 
imported, either the need has been met manually or the data is out of date.

The Microsoft Dynamics CRM Import Data Wizard solves most of these challenges. 
Although the wizard requires the import file to be mapped to the related Microsoft 
Dynamics CRM attributes, you can accomplish this without enlisting a software devel-
opment resource. The process of mapping data might sound intimidating; fortunately, 
the Import Data Wizard does most of the work for you!

Microsoft Dynamics CRM uses data maps as the basis for translating how a source field 
converts into a related destination field. Consider the following example: suppose you 
have a file of contacts you would like to import into Microsoft Dynamics CRM. Within 
your source file, there is a field called First, which contains the first name of a contact. 
In Microsoft Dynamics CRM, the related field is named First Name. In order to import 
the data in the source file, you need to map the First field in the source file to the First 
Name field in the destination (Microsoft Dynamics CRM).

The Import Data Wizard is a simple and intuitive interface that navigates you through the 
import process. In just a few steps, you can import your records into Microsoft Dynamics 
CRM. Most entities are available for data import. By default, the following record types 
are available for import.
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Account Document Location Product
Address E-mail Queue
Announcement Facility/Equipment Queue Item
Appointment Fax Price List Item
Article  Goal Quote
Article Template Goal Metric Quote Close
Business Unit Invoice Quote Product
Campaign Invoice Product Recurring Appointment
Campaign Activity Lead Rollup Query
Campaign Response Letter Sales Attachment
Case Marketing List Sales Literature
Case Resolution Note Security Role
Competitor Opportunity Service
Connection Opportunity Close Service Activity
Contact Opportunity Product Sharepoint Site
Contract Opportunity Relationship Site
Contract Line Order Subject
Contract Template Order Close Task
Currency Order Product Team
Customer Relationship Phone Call Territory
Discount Price List Unit
Discount List User

Tip  Custom entities are also available for data import. It is unlikely that the user will 
know which entities are custom and which are native, so be sure to check the list of  
record types available in the Import Data Wizard. Contact your system administrator  
if you would like a list of custom entities.

The Import Data Wizard requires you to input the following information:

●	 The name and path of the data file to be imported

●	 Delimiter settings

●	 Data mappings

●	 The target record type

●	 The duplicate detection setting

●	 The name of the record owner

In this exercise, you will use the Import Data Wizard to import data.
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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 ContactImport1.csv file located in your Chapter18 practice file folder to 
complete this exercise.

	 1.	 In the Workplace area, click Imports, and then click the Import Data button 
on the Imports tab of the ribbon.

The Import Data Wizard appears.

	 2.	 Click Browse, and then locate the ContactImport1.csv file.

 

	 3.	 Click Next to select the file as the data source for your import.

Important  A delimiter is a character or series of characters that indicates a boundary 
in certain files. In comma-separated files, each value is separated by a comma, which is  
specified in the Field Delimiter field in the Import Data Wizard. The following line 
shows a record that has a Data Delimiter value of Quotation Mark (“) and a Field 
Delimiter value of Comma ( , ). 

“Jesper”,”Aaberg”,”someone@example.com”,555-0173 

Depending on the input file, you might need to change the delimiter options. 

mailto:someone@example.com%E2%80%9D
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	 4.	 On the Review File Upload Summary page, click Next to select the data map for 
your import.

	 5.	 In the System Data Maps list, select Default (Automatic Mapping). 

 

Tip  Microsoft Dynamics CRM comes with several data maps for common import 
scenarios. For more complex data imports, you can import multiple files in a single 
import by using a .zip file.

	 6.	 Click Next to proceed to the next step of the Import Data Wizard.

	 7.	 On the Map Record Types page, in the Microsoft Dynamics CRM Record Types 
field, select Contact, and then click Next.

	 8.	 On the Map Fields page, in the Source Fields column, select Last in the Required 
Fields list.

This will map the Last column of the source file to the required Last Name field in 
Microsoft Dynamics CRM.
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	 9.	 Map the additional fields to match those in the following table:

Source Fields CRM Fields
City Address 1: City
E-mail E-mail
First First Name
State Address 1: State/Province
Street Address 1: Street 1
Type of Address Address 1: Address Type (Option Set)
Work Num Business Phone
Zip Address 1: ZIP/Postal Code

 

Important  When you map the Address1: Address Type field, a dialog box appears 
so that you can map the picklist values. In this example, the fields map directly, so  
you can click OK.
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	 10.	 Click Next to move to the next page. Then, on the Review Mapping Summary 
page, click Next.

	 11.	 On the Review Settings and Import Data page, select Yes in the Allow 
Duplicates area.

Troubleshooting  The duplicate detection option will be presented only if duplicate 
detection is turned on for data imports.

	 12.	 In the Select Owner for Imported Records area, leave the default selection. In the 
Data Map Name area, enter Contact Import Example.

 

	 13.	 Click Submit.

The data will now be imported, and the Contact Import Example data map will be 
created for future use.

Tip  Data imports are processed in the background; therefore, your data might not 
be available immediately. Allow a few minutes for your data to be imported.
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	 14.	 Click Finish to exit the Import Data Wizard. 

The Imports grid appears with a new record called ContactImport1.csv {Contact}, 
indicating that the import has been submitted to the system for processing. The 
status of the import will update automatically as the import is processed behind 
the scenes.

Importing Data with Automatic Data Mapping
As the previous exercise demonstrated, stepping through the Import Data Wizard is a 
straightforward process. The most time-consuming part of the process is mapping the 
fields, which is a simple task that nevertheless takes patience and an understanding  
of basic data concepts. To streamline the data import process, Microsoft Dynamics 
CRM allows you to create files that map automatically. This takes some setup with the 
Advanced Find tool, but you will find that it saves you valuable time in the long run. 

See Also  For more information about Advanced Find, see Chapter 16, “Using 
Advanced Find.”

Tip  The key to automatic mapping is the column headers in your import file. If the column 
headers in your import file match the field display names in Microsoft Dynamics CRM, your 
file will automatically map. You can use Advanced Find or an existing view to create a tem-
plate for your import file in which the column headers mirror the field values in Microsoft 
Dynamics CRM, and then perform a copy-and-paste operation to paste the rows of data 
you would like to import into the template file. 

In this exercise, you will create an Advanced Find query that you will export to create 
an import file that uses automatic mapping.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. 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 Advanced Find button.

The Advanced Find window appears.

	 2.	 In the Look For field, select Accounts.
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	 3.	 In the Use Saved View field, select My Active Accounts.

  

Important  If you cannot find the view referred to in this step, select one of the 
available views and continue with the steps.

	 4.	 On the ribbon, in the Show group, click the Results button.

The Results window is displayed with the matching account records.

	 5.	 In the Results window, click the Export Accounts button.

The Export Data To Excel dialog box appears. 

	 6.	 Select Static worksheet with records from this page, and click Export.

The File Download dialog box appears.

	 7.	 Click Save, save the file as MyAccounts.xls to a familiar location on your computer, 
and then close the Advanced Find window.

	 8.	 Open the MyAccounts.xls file in Microsoft Excel, save it as a CSV (comma-separated 
value) file named MyAccounts.csv, and then close Excel.

Important  Import files must be in a comma-separated value (CSV) format. To convert 
an Excel file to a CSV file, open the file in Excel and use the Save As feature. In the Save  
As Type list, select CSV (Comma Delimited). 

	 9.	 Back in Microsoft Dynamics CRM, on the File menu, click Tools, and then click 
Import Data to launch the Import Data Wizard.
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	 10.	 Click Browse and locate the MyAccounts.csv file, then click Next.

Tip  Make sure you select the file with the .csv extension, not the one with the .xls 
extension.

	 11.	 On the Review File Upload Summary page, click Next.

	 12.	 On the Select Data Map page, in the System Data Maps list, select Default 
(Automatic Mapping), and then click Next.

	 13.	 On the next page, in the Microsoft Dynamics CRM Record Types list, select 
Account, and then click Next.

Microsoft Dynamics CRM automatically populates most of the fields. The E-Mail 
(Primary Contact) field is not mapped because it is from the contact entity, not 
the account entity. 

	 14.	 Leave the E-mail (Primary Contact) field as Not Mapped, and click Next. Click 
OK in the warning box regarding the unmapped field.

	 15.	 Click Next on the Review Mapping Summary page.

	 16.	 On the Review Settings and Import Data page, select Yes in the Allow Duplicates 
area and leave the default selection in the Select Owner for Imported Records area. 
Leave the Data Map Name blank, and click Submit.

Tip  Although you might not want to export a file from your Microsoft Dynamics CRM 
application and import it back into the system, you can easily use the output of the file  
as a template and paste import data into the file. Your file will automatically map as 
long as the column headings are not manipulated.
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Reviewing the Import Status 
The import will run in the background after it has been initiated. You can continue to 
use Microsoft Dynamics CRM during this time. The process can take a minute to several 
minutes, depending on the size of the import file.

You will want to review the results of the import to ensure that all records have been 
imported as expected and, if necessary, troubleshoot import-related errors. Microsoft 
Dynamics CRM provides a tool that lets you easily obtain this information without leaving 
the familiar application interface.

After your import is completed, you can view its status in the Imports view, which is avail-
able in the Workplace area. Each import is displayed as a separate record in the Imports 
grid, and if you double-click a record, you can view the details of that import job. Each 
import record shows important information, such as the name of the user who submitted 
the import, the date and time the import was submitted, and the import file name and file 
size. Additionally, you can view the records that were created during the import process 
and examine the errors for records that failed to import.

The ability to view failures for each import allows you to easily identify issues with your 
import file so that you can update it and re-import the records that did not get created 
during the import process. Each error row displays the following information.

Column Description
Sequence Number An identifier for the error row
Description A description of the error for that row
Column Heading The name of the column in the import file that is causing the error
Column Value The value that is causing the error
Original Row Number The number of the row in the import file that is producing the error
Source Row The full row of text that is failing

Tip  Any row that succeeds in the import process (and consequently does not show 
up in the Failures list) will be imported into Microsoft Dynamics CRM. Do not assume  
that no records were imported because a single row failed.

Troubleshooting  An import file can fail for several reasons. Each specific row in the 
Failures list can have a different error; therefore, you might need to diagnose more  
than one issue before attempting to re-import. 
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In this exercise, you will view the status and troubleshoot related errors for the import 
you submitted earlier in this chapter. Then you will research the failure so that you can 
understand the root cause of the issue. Finally, you will correct the error and re-import 
the error row.

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 ContactImport1.csv import you submitted earlier in this chapter.

	 1.	 In the Workplace area, click Imports.

Look for the row that contains the ContactImport1.csv contact import you submitted 
in the ”Using the Import Data Wizard” section earlier in this chapter.

	 2.	 Look at the Status Reason value for the import. 

The Status Reason will be set to either Parsing, Transforming, Importing, or 
Completed. If the Status Reason is not Completed, return at a later time.

	 3.	 Review the Successes, Partial Failures, Errors, and Total Processed values.

You should see that 39 rows have completed successfully and one row has errors.

	 4.	 Double-click the record to display additional information. 

	 5.	 In the entity navigation pane, click Failures.

The record that failed in the import process is displayed. 
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You can attempt to diagnose the error based on the message and data provided in 
the error row. You know that the issue is related to the 36th row in the import file, 
and the error description states that the text entered exceeds the maximum length. 
You can also see that the contact being imported was George Sullivan.

	 6.	 Locate and open the import file. 

	 7.	 Find the text row with George Sullivan. Notice that the value in the Zip column is 
erroneous. Update the ZIP Code to 60463.

	 8.	 Delete the other (non-error) rows in the file.

Important  Do not delete the first row. The first row contains the column headers 
from the file.

 

	 9.	 Click Save As, save the file as ContactImport1 Update.csv to a familiar location 
on your computer, and then close the Excel file.

The next step is to attempt to import the file.
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	 10.	 In Microsoft Dynamics CRM, on the File menu, click Tools, and then click Import 
Data to launch the Import Data Wizard.

	 11.	 Click Browse, locate the ContactImport1 Update.csv file, and then click Next.

	 12.	 On the Review File Upload Summary page, click Next.

	 13.	 On the Select Data Map page, in the Customized Data Maps list, select Contact 
Import Example, and then click Next.

Important  The Contact Import Example data map was created earlier in this chapter, 
in the exercise in the “Using the Import Data Wizard” section.

	 14.	 On the next page, in the Microsoft Dynamics CRM Record Types list, select 
Contact, and then click Next. 

	 15.	 On the Map Fields page, click Next.

	 16.	 Click Next on the Review Mapping Summary page.

	 17.	 Leave the default options on the Review Settings and Import Data page, and 
click Submit.

Your error row should now be imported successfully. 

Updating Data by Using Data Enrichment 
As you can see, Microsoft Dynamics CRM allows users to easily create records in bulk by 
using a simple, intuitive wizard. In addition to creating data by using this wizard, you might 
want to update data in bulk through a similar interface. In Chapter 16, you learned how to 
use the Edit Multiple Records feature to update multiple records in a single action, but this 
tool only works when you want to make the same updates to all records. Sometimes you 
might need to update multiple records but make different updates to different records. 
Consider the following scenarios:

●	 Your staff has a weekly sales meeting in which salespeople share opportunity status 
and progress. After this meeting, a designated individual updates Opportunity data 
to reflect the updates covered at the meeting.

●	 You add a new field to Microsoft Dynamics CRM to capture an additional pertinent 
piece of information. You want to update the field for existing records.
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Microsoft Dynamics CRM includes a Data Enrichment feature that allows you to export 
data to Excel, make updates, and then re-import the data. This allows you to make 
updates in bulk to existing records without having to go record by record.

In this exercise, you will export the list of active opportunities, update the data in Excel, 
and re-import the data by using the Import Data Wizard.

SET UP  Use your own Microsoft Dynamics CRM installation in place of the site 
shown in this exercise. 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 Opportunities.

	 2.	 Select the Open Opportunities view. 

	 3.	 On the Opportunities tab of the ribbon, in the Data group, click the Export to 
Excel button.

The Export Data To Excel dialog box appears.

	 4.	 Select Static worksheet with records from this page as the type of worksheet to 
export. 

	 5.	 At the bottom of the dialog box, select the Make this data available for re-importing 
by including required column headings check box. 
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	 6.	 Click Export. On the File Download page, click Save, and save the file as For 
Re-import - Open Opportunities.xml to a familiar location on your computer.

	 7.	 Open the For Re-import - OpenOpportunities.xml file in Excel.

	 8.	 Update the Topic field and the Est. Close Date field for one record, and the 
Probability and Rating fields for a different record.

Notice that the Rating field, which is a picklist in Microsoft Dynamics CRM, offers 
you a picklist to choose from in Excel.
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	 9.	 Click Save, and close the OpenOpportunities.xml file.

	 10.	 Back in Microsoft Dynamics CRM, on the File menu, click Tools, and then click 
Import Data to launch the Import Data Wizard.

The Import Data Wizard appears.

	 11.	 On the first page, click Browse and locate the OpenOpportunities.xml file. 
Click Next.

	 12.	 On the next page, in the Microsoft Dynamics CRM Record Type list, select 
Opportunity, and then click Next.

	 13.	 Click Next on the Map Fields page and again on the Review Mapping Summary 
page.

	 14.	 Leave the default options on the next page, and click Submit.

	 15.	 On the Review Settings and Import Data page, select Yes in the Allow Duplicates 
area and leave the default selection in the Select Owner for Imported Records area. 
Click Submit.

The Import Data Wizard updates your records accordingly.

Important  Data enrichment is a very powerful capability that is also dangerous. You 
can create data issues if you are not very careful when you are updating the data in 
Excel. You should carefully review your data prior to re-importing.
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Key Points
●	 The Import Data Wizard allows Microsoft Dynamics CRM users to import records in 

bulk by using a straightforward wizard that is available within the familiar application 
interface.

●	 Data maps allow users to map data from a field in a source file to its Microsoft 
Dynamics CRM target field. Data maps are reusable for future data import needs.

●	 You need to provide a data map only if your column headings do not match the 
Microsoft Dynamics CRM column headings or if your list values do not match 
the values in the target mapping column.

●	 You can view the status of a data import in the Imports view, which is available 
from the Workplace area. You can do so both while the import is running and  
after the import process has completed. You can then view successes and failures 
by opening the related import record.

●	 You can update existing records by exporting them to Excel and re-importing 
them by using data enrichment.
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account  A company that might do business with 
your organization.

activity  A general term used to describe an 
interaction with a customer or potential cus-
tomer. An activity can be created to remind  
a user to communicate with a customer or  
to record a communication that has already 
occurred. Eight types of activities exist natively:  
tasks, faxes, phone calls, email messages, letters, 
appointments, service activities, and campaign 
responses. Your organization can also create 
custom activities in addition to these.

allotment type  The units of service, such as a 
case or a range of coverage dates, specified 
in a service contract to indicate how much 
access a customer has to customer service.

article  Text-based content stored in the knowledge 
base.

attribute  A property of an entity with a specific 
data type. Attributes are analogous to columns 
in a database table. When attributes are added 
to an entity form, they are displayed as fields 
that correspond to their data type.

campaign activity  An activity associated with 
a specific campaign, such as a letter, fax, 
or phone call. Campaign activities include 
campaign-specific information and must be 
distributed to create the individual activities 
for users to perform.

campaign response  A record of the communica-
tion you receive from a potential customer in 
response to a specific campaign.

case  A customer service issue or problem reported 
by a customer and the activity that a customer 
service representative uses to resolve it.

child account  A record in a hierarchical relation-
ship with a parent account, where a reference 
to the parent account is stored in the child 
account record. One parent account record can  
be related to many child account records, or 
sub-accounts. Child account records have look-
up fields in their forms that allow them to be 
related to a parent record.

contact  A person who represents a customer or 
potential customer, or an individual related to 
an account; for example, an individual who pur-
chases products or services for his or her own 
use, or an employee of an account. A contact 
might also be a person involved in a business 
transaction, such as a supplier or a colleague.

contract  An agreement to provide support during 
specified coverage dates or for a specified num-
ber of cases or for a specified length of time. 
When a customer contacts customer service, 
the level of support the customer receives is 
determined by his or her contract.

contract line  A line item in a contract that de-
scribes the service support to be provided. A 
contract line often includes pricing information 
and how support will be allotted.

contract template  A framework for a contract 
that is used to ensure consistent layouts and 
content in similar contracts.

converting a lead  Turning a qualified lead into an 
Account, Contact, and/or Opportunity record.

Glossary
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customer  An account or contact with whom 
business units conduct business transactions.

customer relationship  A way of relating a cus-
tomer record to other customer records. 
Customer relationships are reciprocal. The 
relationship defined for one record is also 
available in the other customer record.

data map  A file that contains information about 
how data from a source system corresponds to 
data in Microsoft Dynamics CRM.

direct email  A mass-mailing of the same message 
that is sent by using Microsoft Dynamics CRM 
email templates to multiple email recipients.

distribute  To create campaign activities for each 
account, contact, or lead in a marketing list 
associated with a campaign, and then to assign 
the activities to the specified owners, or to 
perform the activities automatically (such as 
sending email messages).

dynamic value  A value that updates in real time. 
For example, a dynamic export can be refreshed 
with the latest data from the Microsoft Dynamics 
CRM database.

email template  A framework for an email mes-
sage that is used to ensure consistent layouts 
and content in similar email messages.

field mapping  A technique that streamlines data 
entry when a new record is associated with an 
existing record. When an entity has an entity 
relationship with another entity, you can create 
new related entity records from the associated  
view that is visible on the primary entity. When 
the user creates a new record from an associ-
ated view, mapped data from the primary entity 
record is copied to the form for the new related 
entity record.

going offline  The act of disconnecting the 
Microsoft Dynamics CRM for Outlook with 
Offline Access client from the Microsoft 
Dynamics CRM server, which allows you 
to work with a subset of data while not 
connected.

going online  The act of connecting back to the 
Microsoft Dynamics CRM server from the offline 
client for Microsoft Dynamics CRM.

history  A list of activities that have been com-
pleted or closed. You can access the history 
for a record in its navigation pane.

knowledge base  A repository of an organiza-
tion’s customer service information, such as 
frequently asked questions, data sheets, solu-
tions to common problems, and user guides. 
This information is stored as articles and is 
organized by subject.

lead  A potential customer who must be qualified 
or disqualified as a sales opportunity. If a lead is 
qualified, it can be converted to an opportunity, 
account, and/or contact.

lead source  A resource through which your 
company obtains leads.

list member  An account, contact, or lead that is 
included in a marketing list.

local data group  A set of filters that determines 
the data that will be available offline and stored 
on the local computer.

lookup  A field that allows you to choose a value 
from data stored in a related entity.

marketing campaign  A marketing program that 
uses multiple communication vehicles and is 
intended to increase awareness of your com-
pany, products, or services.

marketing list  A list of accounts, contacts, or 
leads that match a specific set of criteria.

opportunity  A potential revenue-generating 
event or sale to an account that needs 
to be tracked through a sales process to 
completion.

parent account  An account record that is in a 
hierarchical relationship with a child record, 
where a reference to the record is stored in 
the child record. One parent account record 
can be related to many child records.
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product catalog  A compilation of all products 
that are available for sale.

queue  A holding container for activities that need 
to be completed. Some queues contain cases 
and activities in the Workplace, and other queues 
contain articles in the knowledge base.

quick campaign  A marketing communication 
method that creates a single activity for distri-
bution to a group of marketing lists, accounts, 
contacts, or leads.

Quick Find  A mechanism to quickly search for 
records in the database.

quote  A formal offer for products or services, 
proposed at specific prices and related pay-
ment terms, which is sent to an opportunity, 
account, or contact.

Regarding field  Used to link an activity to another 
record so that you can view the activity from 
the record. If you create a new activity from a 
record, this is automatically filled out.

reopen  To open a previously closed opportunity 
for further exploration.

share  To allow another user or team to have a 
specified amount of access to a record, such as 
a case, account, or contract. For example, you 
can share an account with a team and specify 
that its members can read the account record 
but cannot have write access to it.

static value  A value that remains the same and 
does not update in real time. A static export 
cannot be refreshed with the latest data from 
the Microsoft Dynamics CRM database.

sub-account  A record in a hierarchical relationship 
with a parent account, where a reference to the 
parent account is stored in the sub-account 
record. One parent account record can be 
related to many sub-account records, or child 
accounts. Sub-account records have lookup 
fields in their forms that allow them to be 
related to a parent record.

subjects  Categories used in a hierarchical list to 
correlate and organize information. Subjects are 
used in the subject tree to organize products, 
sales literature, and knowledge base articles.

track in CRM  To create a link between a record 
in Microsoft Dynamics CRM and a record in 
Microsoft Outlook. If you change data on a 
record that is tracked in Microsoft Dynamics 
CRM, the changes will appear in both Microsoft 
Dynamics CRM and Outlook. 

view  A filter applied to a list of records. Users 
can choose different views that contain all the 
records or activities of a particular type or that 
are a subset of that type.

web client  The Internet browser–based client for 
Microsoft Dynamics CRM.

Workplace  A pane in the navigation pane that 
contains the work a user has been assigned, is 
currently working on, and is available in queues 
to which the user has access. Users can accept, 
assign, and delete assignments from here. Users 
can also use the Workplace to access their calen-
dars and the knowledge base.
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A
Account form, 47
Account grid view, 292
accounts. See also parent customers

access ng nformat on on, 47
attach ng fi es to, 56
contact re at onsh ps, 51 52
creat ng, 48 49
defined, 45, 47, 399
note creat on for, 86
notes, v ew ng, 56
parent, 49
parent, creat ng, 50
pr mary contact, 53
red aster sks, 47
re at onsh ps between, 49
sav ng, 50
shar ng, 59
sub accounts, 49

Activate button, 59
activating 

contracts, 265
records, 59

active records, 57
Active status for contracts, 264-265
Active status value, 57-58
activities

attachments, up oad ng to, 75
c osed, 78, 84, 229
comp et ng, 78
convert ng to opportun t es/cases, 78
creat ng, 73, 76, 369
creat ng, w th workflow ru es, 68
custom, 70
data fie ds n, 71
defined, 67, 399
d rect on fie d, 77
due dates, sett ng, 80
fi ter ng, 82 83, 90
nk ng to other records, 71 72
ogg ng, 100
manag ng, 88
mark ng as comp eted, 78
popu at ng automat ca y, 76
pr or t z ng, 89
Regard ng fie d, 71 73

re ated, v ew ng, 79
status va ues for, 78
track ng, 70, 78 79
types of, 69
v ew ng, 89

Activities area, 89
Activities view, changing, 89
activity rollups, 79, 83
Add A New Section dialog box, 251
Add A Section button, 251
Add Columns dialog box, 324, 350, 369
Add Contacts wizard, 108-109

co or cod ng n, 110
mport ng ema  messages w th, 111

Add Existing Campaign button, 188
Add Existing Marketing List button, 184, 200
Add Existing Product button, 186
Add Existing Sales Literature button, 187
Add From Campaign button, 202
Add Grouping dialog box, 324, 330
Add Members dialog box, 158
Add New Activity button, 76, 182
Add New Campaign Activity button, 197
Add New Campaign Response button, 206
Add New Contact button, 53-54, 107
Add New Contract Line button, 262
Add New Opportunity button, 140
Add Note button, 86
Add To Another Marketing List button, 168
Add To Queue button, 273
Add To Queue dialog box, 273
address books, accessing, with Microsoft Dynamics 

CRM for Outlook, 114
Advanced Find

add ng fie ds to, 350
add ng market ng st members w th, 157 159
AND/OR funct ona ty, 356 357
ass gn ng records, 361
bu k ed t ng records, 358 361
co umn w dth, chang ng, 352
co umns, ed t ng, 349
data mapp ng w th, 388 390
defau t co umn set, 351
de et ng market ng st members w th, 159 160
eva uat ng market ng st members w th, 161 162
formatt ng resu ts of, 349, 351, 353
open ng, 347

Index
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operators for, 345
overv ew of, 344
probab ty, search ng, 347
query deta s, v ew ng, 359
resu ts, d sp ay ng, 348
sav ng quer es, 353
search cr ter a, 356
search ng re ated records, 346, 348
search ng w th, 347 348
S mp e mode, chang ng, 357
sort ng co umns n, 352
system v ews, mod fy ng, 348
uses for, 344

Advanced Find button, 347, 349
aligning charts, 285
allotment type, 399
application areas

overv ew of, 21
spec fy ng opt ons for, 40

application navigation pane, 21
appointments. See also activities

defined, 69
recurr ng, 70
synchron z ng, 112

Approve button, 242
approving knowledge base articles, 242, 245
Article Approval Confirmation dialog box, 242
Article Template Properties dialog box, 250
Article Unpublish Confirmation dialog box, 246
articles, 399. See also knowledge base articles
Assign Accounts button, 361
Assign Accounts dialog box, 361
Assign button, 62, 223
Assign Queued Items dialog box, 273
Assign To Team Or User dialog box, 223
assigning cases to CSRs, 223
assigning records, 61, 62
Attach File button, 56
attachments

for act v t es, up oad ng, 75
defined, 56

attributes, 399
authentication, 9. See also logging on
automatic resolution for lookup fields, 36
Available Reports view, 377

B
Back button, 301
Bar button, 290
bar charts, creating, 290
billable time for cases, 228

body, record, 23
boldface elements in book, xvi
book conventions, xv
book errata, xxiii
book practice files, downloading, xxi
branding campaigns, relating to marketing 

campaigns, 187, 188
Browse button, 377
bulk data, importing. See Import Data Wizard
bulk editing records, 29, 30, 358-361
bulk emails. See direct emails
bulk mail, 172-173

C
calculation type in worksheets, 374
Calendar

24 hour configurat on, 260
appo ntments d sp ayed n, 88
configur ng, 260
defined, 88

Calendar button, 74
campaign activities. See also activities

channe s for, 199
creat ng, 196 199
defined, 399
d str but ng, 202 205
d str but on method, se ect ng, 198
ema , d str but ng, 203
ema  temp ates for, 204
fie ds common y tracked for, 196
market ng sts, 200 202
open ng, 203
Other channe , 199
overv ew of, 195
promot ng to, 207 209
resu ts, v ew ng, 212 213
sav ng, 198
status reports on, 214
v ew ng, 197

Campaign Activity form, 198
Campaign Activity Status report, 214, 215
Campaign Response activity form, 207
campaign responses, 70. See also activities

cance ng, 212
comp et ng, 212
convert ng, 209 211
creat ng, 206
defined, 399
open ng, 210
promot ng campa gn act v t es to, 207 209
track ng, 206 207

campaign results, 212-213
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campaign templates, 189-190
campaigns. See also marketing campaigns

copy ng records from, 189, 190
nam ng, 190
open ng, 188, 197
qu ck, 191, 192, 193
re at onsh ps between, 188

Cancel Case button, 232
Canceled status for contracts, 265
Canceled status value, 57-58
canceling

cases, 230, 232
contracts, 267
Qu ck F nd, 32

Case Cancel Confirmation dialog box, 232
case statuses, setting, 232
cases

Act ve status, sett ng, 232
ass gn ng to CSRs, 223
ass gn ng to queues, 273
ass gn ng to users, 223
assoc at ng w th accounts/contacts, 222
autonumber ng, configur ng, 223
b ab e t me, enter ng, 228
cance ng, 230, 232
c osed act v t es, v ew ng, 229
c os ng, 267
convert ng act v t es nto, 78
creat ng, 221 222, 231
defined, 399
fo ow up act v t es, creat ng, 227
mark ng tasks as comp ete, 228
open ng aga nst contracts, 266
opt ons, d sp ay ng, 226
or g n, sett ng, 222
overv ew of, 220
react vat ng, 230, 232
reso v ng, 228 229, 266
status opt ons, 229
status, updat ng, 228
subjects, ass gn ng, 224
tasks, creat ng, 227
track ng, 226
uses for, 220
v ew ng, 221

categories. See also subject tree
add ng, 337
fie ds for, 337
Out ook , unre ated to, 71
for reports, 337, 339
n reports, 340

cell phones. See mobile devices
Change Column Properties dialog box, 352
channels for campaign activities, 199

Chart button, 305-306
Chart Designer, 289-291
Chart Pane button, 100, 285, 292
chart (user interface area), 22
charts

a gn ng, 285
bar , 290
c os ng, 302
contextua , 286
creat ng, 288 291
n dashboards, add ng, 305
n dashboards, sw tch ng, 311
ent t es ava ab e for, 288
st of, 283
n M crosoft Dynam cs CRM for Out ook, 100
mov ng, 309
open ng, 143, 292
p e , 287
vs. Report W zard, 319
sav ng, 291
shar ng, 292 293
updat ng, 144, 286
uses for, 283
v ew ng, 285
v ew ng records n, 302
w dth, chang ng, 309 310

Charts tab, 285
child accounts, 399
child records, 63
Choose Contact Groups dialog box, 110
CLEAN UP paragraphs, xvi
Close And Convert The Response dialog box, 210
Close As Lost button, 146
Close As Won button, 146
Close button, 267, 302
close date for opportunities, 139-140
Close Designer button, 291
Close Opportunity dialog box, 146
Close Phone Call button, 77
Close Task button, 75
Close Task dialog box, 75
closed activities, 78, 84
closing opportunities, 144-145
co-branding campaigns, 187-188
codes for marketing campaigns, 180
collapsing chart area, 22
collapsing Get Started pane, 21
columns

se ect ng mu t p e, 26
sort ng, 352
w dth, chang ng, 24

combining records, 62-64
comma-separated files, 384
Comment On This Article dialog box, 248
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communication points, 196. See also campaign 
activities

Communications Server, integration with, 9
company manuals, 186-187
Completed status value, 58
completing activities, 78
completing tasks, 75
Component Designer dialog box, 305
Configure Sort Order dialog box, 325, 352
contact associated view

creat ng contact from, 53
custom z ng, 52
defined, 51

Contact button, 105
Contact link, 51, 54
contact records

defined, 45
parent customers, 51

contacts
account re at onsh ps, 51 52
Add Contacts w zard, 108 109
attach ng ema  messages to, 117
attach ng fi es to, 56
creat ng, 52, 54, 106, 107
creat ng, from contact assoc ated v ew, 53
creat ng, from ema  messages, 117
creat ng, n Out ook, 105
custom z ng v ew for, 52
defined, 45, 399
de et ng, 120
ed t ng, 53, 107
emp oyers, as parent customers, 52
fie d mapp ng, 53, 54
fi ter ng, 52
mport ng from Out ook, 109 110
nk ng to parent account, 105 106

organ z ng, 109
overv ew of, 51
parent customers, 51 52
popu at ng, 55
pre popu at ng, 53
pr mary, spec fy ng, 53
search ng for, 55
synchron z ng, 108
track ng, 105 106
updat ng, 53
v ews for, 52

contract lines, 399
contracts

act vat ng, 265
Act ve status, 264 265
automat c updat ng of, 263
auto number ng, configur ng, 261

Cance ed status, 265
cance ng, 267
case manager, v ew ng, 265
components of, 257
creat ng, 260 261
defined, 399
deta s, spec fy ng, 262
Draft status, 264
ed t ng, 264
examp es of, 257
Exp red status, 265
nvo ced status, 264
nvo c ng, 265
ne tems, add ng, 262
ne tems, examp es of, 257
nk between or g na  and renewed, 268

On Ho d status, 265
open ng, 265
overv ew of, 255 256
p ac ng ho ds on, 267
reasons for chang ng, 264
refresh ng, 267
reso v ng cases, 266
spec fy ng resource ava ab ty n, 259
start/end date, nc ud ng, 262
status, updat ng, 267
temp ates for, 257 258, 260, 399

conventions of book, xv
Convert Activity button, 78
Convert E-mail To Lead button, 148
Convert E-Mail To Lead dialog box, 148
Convert Lead dialog box, 137
converting campaign activities, 209
converting campaign responses, 209-211
converting leads, 134-135
Copy A Link button, 61
Copy As Campaign action, 190
Copy As Campaign button, 190
Copy As Template action, 190
copying

campa gn records, 189 190
market ng st members, 167 168

costs of marketing campaigns, tracking, 179
counting records, 24
Create Opportunities button, 170
Create Opportunity For Marketing List Members 

dialog box, 171
Create Quick Campaign Wizard, 191
CRM button, 173
CRM Online Login button, 10
CSRs (customer service representatives), assigning 

cases to, 223
custom activities, 70
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customer field, 52
customer loyalty programs. See marketing 

campaigns
customer relationships, defined, 400
Customer Service dashboards, 298
Customer Service Representative security role, 241
customer service representatives (CSRs), assigning 

cases to, 223
customer service requests. See cases
customers

defined, 400
nk ng to market ng campa gns, 183 184

D
dashboards

bu t n, 298
charts, 305, 309 311
c os ng charts n, 302
components, add ng, 306
creat ng, 303 307
defau t, sett ng, 314
dragg ng chart objects, 309
ed t ng, 308 313
en arg ng tems on, 301
fie ds, add ng, 301
ayout, se ect ng, 304
sts, add ng to, 307

nam ng, 305
nav gat ng, 301
open ng, 142
overv ew of, 297
vs. Report W zard, 319
sav ng and c os ng, 307
se ect ng, 299
shar ng, 315
v ew se ector, configur ng, 311
v ew ng, 299

Data Enrichment
overv ew of, 395
updat ng data w th, 395 397

data, importing. See Import Data Wizard
data maps, 382, 385

automat ng, 388 390
defined, 400

data records. See records
data views

chang ng, 24
se ect ng, 21

Deactivate button, 59
deactivating cases, 230, 232
deactivating leads, 136-137

deactivating records, 58-59
Decrease Width button, 309
default view, setting, 32-33
Delete button, 120
deleting

contacts, 120
know edge base art c es, 245 246
ookup fie d va ues, 37
market ng st members, 159 160, 163 164
M crosoft Dynam cs CRM for Out ook records, 118
notes, 87
Out ook contacts, and synchron zat on, 119
tabs, 99

delimiters, 384
deploying Microsoft Dynamics CRM, 8
Details button, 357, 359
dialog boxes

Add A New Sect on, 251
Add Co umn, 324
Add Co umns, 350, 369
Add Group ng, 324, 330
Add To Queue, 273
Art c e Approva  Confirmat on, 242
Art c e Temp ate Propert es, 250
Art c e Unpub sh Confirmat on, 246
Ass gn Accounts, 361
Ass gn Queued tems, 273
Ass gn To Team Or User, 223
Case Cance  Confirmat on, 232
Change Co umn Propert es, 352
Choose Contact Groups, 110
C ose And Convert The Response, 210
C ose Task, 75
Comment On Th s Art c e, 248
Component Des gner, 305
Configure Sort Order, 325, 352
D str bute E Ma  Messages To Target Market ng 

L sts, 204
D str bute Phone Ca s To Target Market ng  

L sts, 205
Down oad Comp ete, 369
Ed t Co umns, 349, 369
Ed t Mu t p e Records, 30, 360
Export Data To Exce , 366, 389, 395
F e Down oad, x x, 366
nsert Temp ate, 116
L st Or Chart Propert es, 310
Look Up Records, 36, 73, 184, 186 188, 200, 273, 

293, 316
New F ter, 125
New Report, 377
Out ook F ter, 125
Prov de A Reason, 247
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dialog boxes (continued)
Query Propert es, 354
React vate The Se ected Case, 232
Renew Contract, 267
Reso ve Case, 228, 267
Se ect A Temp ate, 237
Se ect Dashboard Layout, 304
Se ect P votTab e Co umns, 373
Se ect Records, 214
Se ect Va ues, 339
Se ect Whether To nc ude Campa gn Act v t es, 201
Set Persona  Opt ons, 40
System Sett ngs, 337
Temp ate Exp orer, 260
V ew nformat on, 282
Who Wou d You L ke To Share The Se ected Report 

W th?, 332
Who Wou d You L ke To Share The Se ected Saved 

V ew W th?, 355
Who Wou d You L ke To Share The Se ected User 

Chart W th?, 315
digital edition of book

access ng, xv , xv
down oad ng, x x

direct emails
defined, 400
send ng, 91

direct mail, 172-173
disabled data connection alert, 369
disqualifying leads, 136-137
Distribute Campaign Activity button, 203-204
Distribute E-Mail Messages To Target Marketing 

Lists dialog box, 204
Distribute Phone Calls To Target Marketing Lists 

dialog box, 205
distributing campaign activities, 202-205
document libraries, 9
Download Complete dialog box, 369
downloading online edition of book, xix
downloading practice files, xxi
Draft status for contracts, 264
Draft view, 247
dragging chart objects in dashboard designer, 309
due dates, setting

for p ann ng act v t es, 182
for tasks, 74

duplicate checking, 62
duplicate records, merging, 62
duration, task, 227
dynamic Excel reports, 368-371
dynamic marketing lists, 165
dynamic PivotTables, 376
dynamic values, 400

E
eBook version of book

access ng, xv
down oad ng, x x

Edit button, 308, 329, 339
Edit Columns button, 349
Edit Columns dialog box, 349, 369
Edit Multiple Records dialog box, 30, 360
editing

bu k data. See Data Enr chment
contacts, 53
contracts, 264
dashboards, 308 313
records, mu t p e, 29 30

Email A Link button, 61
email activities, 69
email addresses, entering for queues, 270
email campaign activities, distributing, 203
email messages

attach ng to contacts, 117
categor z ng, 113, 115
creat ng, 113 115, 148
mport ng, w th Add Contacts w zard, 111
nk ng ent t es to, 115

organ z ng, 113, 115
for queues, 270
Regard ng fie d, 113, 115
send ng, 117
sent, v ew ng, 117
temp ates, nsert ng, 116
track ng, 113, 115
track ng rece ved, 113

email templates, 91, 400
emailing campaign activities, 202-205
emailing links to records, 61
emails. See direct emails; email activities; email 

messages
employers as parent customers, 52
Enlarge button, 301
enlarging dashboard items, 301
entity navigation pane, 23
errata, book, xxiii
Evaluate Members And Update Marketing List 

dialog box, 162
Exact Words button, 244
examples shown in book, xiii
Excel

export ng data to. See Exce  reports; P votTab e 
reports

export ng reports to, 328
worksheets, formatt ng, 369
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Excel reports. See also PivotTable reports
dynam c, 368 371
stat c, 364 367
up oad ng to Reports area, 377 378

Excel Viewer, 367
expanding

chart area, 22
Get Started pane, 21

Expired status for contracts, 265
Export Data To Excel dialog box, 366, 389, 395
Export To Excel button, 365, 395
exporting data to Excel. See Excel reports; 

PivotTable reports
exporting reports to other formats, 328

F
fax activities, 69
feedback on book, xxiii
field mapping

defined, 400
overv ew of, 53 54
when mport ng data, 385

fields, 47
n act v t es, 71
add ng to Advanced F nd, 350
b ue p us symbo s, 47
fi ter ng by, 281
ookup. See ookup fie ds
red aster sks, 47
track ng as campa gn act v t es, 196

file attachments. See attachments
File Download dialog box, xix, 173, 366
Filter button, 281-282
filtering

act v t es, 82 83, 90
contacts, 52
records, 31, 280 282
records n M crosoft Dynam cs CRM for  

Out ook, 98
records on mu t p e fie ds, 281

filters
add ng to v ews, 282 283
sav ng, 283

find fields, 36
finding. See Advanced Find; Quick Find; searching
follow-up activities, creating, 76
footers, record, 23
form fields. See fields
formatting Advanced Find results, 349, 351, 353

G
Get Started pane

co aps ng/expand ng, 21
turn ng off, 39

global branding campaigns, 187-188
Go Offline button, 122, 125
Go Online button, 122
going online/offline, 7
grid, 21
grouping users into teams, 59-60
groupings in reports, 324, 330

H
headers, record, 23
help

access ng, xx v, 41 42
context sens t v ty of, xx v
nav gat ng, xxv
search ng for top cs, xxv
tab e of contents, d sp ay ng, xxv

Help button, xxiv, 42
Help menu, xxiv
history, 400
Home button, 35, 301
home page

nav gat ng to, 35
sett ng, 39

I
Import Contacts button, 109
Import Data button, 384
Import Data Wizard. See also importing data

data maps and, 382, 385
data source, se ect ng, 384
de m ters and, 384
dup cate detect on opt on, 387
mport ng data w th, 384 385, 387 388
nformat on requ red for, 383
mapp ng fie ds n, 385
overv ew of, 381 382
record types for, 382

Important paragraphs, xvi
importing data. See also Import Data Wizard

automat c data mapp ng, 388 390
troub eshoot ng, 391 393

importing email messages, 111
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importing Outlook contacts, 108-110
Imports view, 391-393
inactive records

defined, 57
react vat ng, 59

Inactive status value, 57-58
Increase Width button, 310
index bar, 21, 31
Insert Template button, 116
Insert Template dialog box, 116
Invoice Contract button, 265
Invoiced status for contracts, 264
invoicing contracts, 265

J
jump selector, 23

K
Keyword Search button, 244
keywords for knowledge base articles, 239, 

243-244
knowledge base,

defined, 400
overv ew of, 236

knowledge base articles
approv ng, 242, 245
auto number ng, 240
comments, v ew ng, 248
components of, 237
creat ng, 237 239
de et ng, 245 246
keywords, 239
pub shed, v ew ng, 246
pub sh ng, 241 242
Qu ck F nd, 244
reject ng, 245, 247
remov ng, 245 246
search ng for, 243 244
secur ty pr v eges and, 241
subm tt ng for rev ew, 240, 245
temp ates, add ng sect ons to, 251
temp ates, app y ng, 238
temp ates, creat ng, 249 252
unapproved, mark ng as, 240
unapproved, v ew ng, 241
v ew ng, 237
v ew ng queue, 244
v ews, mov ng between, 245

L
lead sources

defined, 400
enter ng, 134
or g nat on of, 132
track ng, 133

leads
convert ng, 134 135, 209 211
convert ng ema s nto, 148
creat ng, 133 134, 137
data structure for, 130
defined, 400
d squa fy ng, 136 137
vs. opportun t es, 132
overv ew of, 130
qua fy ng, 131, 134 135
track ng, 132
track ng d squa ficat on, 137

letter activities, 69
linking activities to other records, 71-72
linking directly to records, 61
List button, 307
list members, 400
List Or Chart Properties dialog box, 310
lists in dashboards, adding, 307
lists, marketing. See marketing lists
local data groups, 400
locking marketing lists, 154
logging on

to M crosoft Dynam cs CRM, 11 12
to M crosoft Dynam cs CRM On ne, 9 10
w th mob e dev ce, 15

Look Up Record dialog box, 73, 168, 273
Look Up Records dialog box, 36, 55, 60, 63, 156, 

173, 184, 186-188, 200, 293, 316
Lookup button, 55, 73, 222, 273
lookup fields

appearance of, 36
automat c reso ut on for, 36
defined, 400
de et ng va ues from, 37
find fie ds and, 36
nked records, d sp ay ng, 36

popu at ng, 37 38
recent y used records, se ect ng, 36

lookups, adding marketing list members with, 
155, 156

loyalty programs. See marketing campaigns
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M
mail merge, 172-173
Mail Merge On List Members button, 172
Mail Merge Recipients dialog box, 174
Manage Attachment dialog box, 56
Manage Members button, 156, 158, 160, 162, 166
Manage Members dialog box, 156, 158, 160, 162
Manage Members Find dialog box, 166
mapping fields. See field mapping
Mark Complete button, 75, 228
marketing, 151
marketing campaigns

act v t es nc uded n, 178
act v ty due dates, sett ng, 182
campa gn codes, 180
copy ng records from, 189 190
costs, track ng, 179
creat ng, 179 181
defined, 400
fie ds tracked by, 179
nk ng sts to, 183 184

market ng sts, add ng, 200, 202
open ng, 182, 188
overv ew of, 178
p ann ng act v t es, 181 182
qu ck, 191 193
re at ng to other campa gns, 187 188
sa es terature, add ng, 186 187
statuses, 179
target products, add ng, 185 187
temp ates for, 189 190
track ng, 179

Marketing Dashboard, 299
marketing lists

access ng, 200
add ng members to, 155 156
add ng to campa gns, 200, 202
Advanced F nd, add ng members w th, 157 159
copy ng members between, 167 168
creat ng, 153, 165, 185
creat ng from ex st ng sts, 168
creat ng opportun t es from members, 169 170
defined, 152, 400
dynam c, 165
eva uat ng members n, 161 162
find ng members for, 157 159
nk ng to campa gns, 183 184
ock ng, 154
ookups for, 155
ma  merge and, 172 173
manag ng, 200

member types, 152
members, v ew ng, 158
mod fy ng, 154
open ng, 155, 158
query based, 165
remov ng from campa gn act v t es, 202
remov ng members from, 159 160, 163 164
search cr ter a, remov ng/add ng members w th, 

161 162
sett ng up, 152
stat c, 152 154
target, creat ng, 184
updat ng from search cr ter a, 163
v ew ng deta s on, 185

Marketing module, information tracked by, 5
marking activities as completed, 78
marking tasks as complete, 75, 228
mass emails. See direct emails
master records, 63
Merge button, 64
merging records, 62-64
Microsoft Communications Server, 9
Microsoft Dynamics CRM

access po nts, 6 7
accounts, search ng for, 106
flex b ty of, 6
he p, access ng, 41 42
nformat on tracked by, 5
mob e dev ce access, 7
overv ew of, 5
xRM, 6

Microsoft Dynamics CRM for Outlook
access ng, 98
address books, 114
benefits of, 95
charts, d sp ay ng, 100
creat ng ema  messages w th, 114
de et ng records n, 118
fi ter ng, 98
ogg ng act v t es n, 100
p nn ng tabs, 99
Qu ck F nd, 98 99
read ng pane, 98
Read ng Pane button, 100
r bbon, 97
sett ngs, chang ng, 101
So ut on fo der, 97
synchron zat on w th, 102 105, 108
synchron zat on w th, and de eted records, 119
synchron z ng tasks/appo ntments, 112
track ng ema  messages, 113
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Microsoft Dynamics CRM for Outlook (continued)
user nterface, 97 98
user nterface, persona z ng, 100
vers ons of, 6, 96
v ews, chang ng, 99
work ng offl ne, 121 122

Microsoft Dynamics CRM Mail Merge For 
Microsoft Office Word dialog box, 172

Microsoft Dynamics CRM Online, 8
Microsoft Dynamics CRM Overview dashboard, 299
Microsoft Dynamics CRM workflow.  

See workflow rules
Microsoft Excel. See Excel
Microsoft Knowledge Base, xxvi
Microsoft Outlook. See Microsoft Dynamics CRM 

for Outlook; Outlook
Microsoft Press Twitter feed, xxiii
Microsoft Press website, xxiii
Microsoft Product Support Services, xxvi
Microsoft SharePoint Server, 9
Microsoft SQL Server Reporting Services, 319-320. 

See also reports
Microsoft Word. See Word
mobile devices

access ng M crosoft Dynam cs CRM v a, 7, 15
synchron z ng w th M crosoft Dynam cs CRM, 103

Mobile Express module
access w th, 15
overv ew of, 7

multiple selections, 26
My Activities view, 368

N
naming

campa gns, 190
dashboards, 305
qu ck campa gns, 191

navigating 
dashboards, 301
he p system, xxv

New Account form, 48
New button, 48, 153, 180, 221, 237, 260, 304,  

322, 369
New Campaign form, 180
New Campaign (Template) form, 189
New Chart button, 289
New E-Mail button, 115
New Filter dialog box, 125
New Lead form, 211
New Report dialog box, 377
New Task form, 73

New Template button, 189
notes

creat ng, 86
defined, 67
de et ng, 87
overv ew of, 85
ro ng up behav or, 87
v ew ng, 56, 87

Notes & Activities link, 56
numbering cases, 223

O
Office ribbon, 20
offline access, 7
offline synchronization filters, 123-125
offline working with Microsoft Dynamics CRM for 

Outlook, 121-122
On Hold status for contracts, 265
one-way relationships between campaigns, 188
online edition of book

access ng, xv xv
down oad ng, x x

on-premise deployment of Microsoft Dynamics 
CRM, 8

Open Opportunities view, 395
opening 

campa gn act v t es, 203
campa gn reports, 210
campa gns, 197
charts, 292
v ews, 282

operators for filtering, 345
opportunities

c ose date, enter ng, 139 140
c osed, v ew ng, 146
c os ng, 144 145
convert ng act v t es nto, 78
creat ng, 139, 169 170
deact vat ng, 144
defined, 400
vs. eads, 132
open, v ew ng, 280
open ng, 146
overv ew of, 132
probab ty, enter ng, 139 140
rat ngs, enter ng, 139
reopen ng, 146 147
revenue sett ngs, 138
sav ng, 140
System Ca cu ated, 138
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track ng, 138
User Prov ded, 138
v ews for, 141

Opportunities tab, 281
Opportunity grid view, 280, 282
organizing contacts, 109
Other channel, 199
Outlook. See also Microsoft Dynamics CRM for 

Outlook
access ng M crosoft Dynam cs CRM v a, 6, 13 14
ntegrat on w th M crosoft Dynam cs CRM, 13

Outlook contacts
creat ng, 106 107
de et ng, 120
de et ng, and synchron zat on, 119
mport ng, 108 110
synchron z ng, 108
track ng n M crosoft Dynam cs CRM, 105 106

Outlook Filter dialog box, 125
Owner field, 61

P
parent accounts

creat ng, 50
defined, 400
overv ew of, 49

Parent Customer field, 51
Parent Customer fields, populating, 37-38
parent customers, 51-52
partner-hosted deployment of Microsoft Dynamics 

CRM, 8
pasting, 61
PDAs. See mobile devices
PDF of book, downloading, xix
PDFs, exporting reports to, 328
permissions

grant ng, 60
for saved v ews, 354
v ew ng, 61

personal options, setting, 39-41
personal view, setting, 32-33
phone call activities, 69, 76. See also activities
Phone Call button, 76
Phone Calls Created list, 208
Pie Chart icon, 287
pie charts, creating, 287
pinning records/views to recent list, 34
pinning tabs, 99
PivotTable reports. See also Excel reports

ca cu at on type, chang ng, 374
creat ng, 373 375

fie ds, nc ud ng n, 373
formatt ng, 374
overv ew of, 371 372

PivotTables, dynamic, examples of, 376
planning activities for marketing campaigns, 

181-182
populating contacts, 53, 55
practice files, downloading, xxi
price sheets, 186-187
probability

for opportun t es, 139 140
search ng on, 347

product and pricing sheets, 186-187
product catalogs, 185, 401
products, adding to marketing campaigns, 

185-187
Promote To Response button, 209
promoting campaign activities to responses, 

207-209
prospects, linking to marketing campaigns, 

183-184
Provide A Reason dialog box, 247
Publish Articles security privilege, 241
Published Articles view, 246
publishing knowledge base articles, 241-242
publishing reports, 332-333

Q
Qualify button, 135
qualifying leads, 131, 134-135
queries

deta s, v ew ng, 359
operators for, 345
sav ng, 353

Query Properties dialog box, 354
query-based marketing lists, 165
queues

act ons ava ab e for, 269
cases, ass gn ng to, 273
creat ng, 271 272
defined, 401
ema  addresses, assoc at ng w th, 270
ema  configurat on, 270
tem deta s, v ew ng, 269
overv ew of, 256, 269
records, add ng, 270, 273
re eas ng users from, 269
remov ng tems from, 269
rout ng tems n, 269 270
v ew ng, 271

Quick Campaign button, 191

	 Quick Campaign button    413

http://


quick campaigns, 191-193
act v ty type, se ect ng, 191
defined, 401
nam ng, 191
open ng, 193

Quick Find. See also searching
access ng, 30
cance ng, 32
defined, 401
nact ve records and, 31
for know edge base art c es, 244
n M crosoft Dynam cs CRM for Out ook, 98 99
overv ew of, 21
search ng w th, 32
w dcard characters, 31, 37

Quick Find search box, 30
quotes, 401

R
rating opportunities, 139
Reactivate button, 232
Reactivate The Selected Case dialog box, 232
reactivating

cases, 230, 232
records, 59

Reading Pane button, 100
Reading Pane in Microsoft Dynamics CRM for 

Outlook, 98, 100
recently visited records/views, 34-35, 39
record footer, 23
record header, 23
records

act vat ng, 59
add ng to queues, 270, 273
ass gn ng, 61 62, 361
body, 23
convert ng campa gn records nto, 209 211
copy ng, from campa gns, 189 190
deact vat ng, 58 59
de et ng, 118
dup cate, merg ng, 62
ed t ng mu t p e, 29 30, 358 361
ema ng nks to, 61
fi ter ng, 31, 280 282
nact ve, 57
jump ng to, 23
master/ch d, 63
max mum number, un m ted, 24
merg ng, 62 64
nav gat ng, 24
number per page, sett ng, 40

ownersh p, chang ng, 61 62
pag ng through, 24
perm ss ons, v ew ng, 61
p nn ng to recent st, 34
react vat ng, 59
recent y v s ted, access ng, 34 35
res z ng co umns, 24
runn ng reports from, 338
se ect ng, 27 28
se ect ng mu t p e, 28, 191, 361
se ect on nd cator, 27
shar ng, 59 61
shortcut addresses, 61
sort ng, 25 27
status va ues, 57 58
tota  count, v ew ng, 24
track ng con, 104
track ng pane, 103
updat ng n bu k. See Data Enr chment
URLs for, 61
user nterface, 23
v ew, chang ng, 24

recurring appointments, 70. See also activities
red asterisks, 47
Refresh button, 28, 267
refreshing 

contacts, 267
dynam c reports, 371
v ews, 28

Regarding field, 71-73, 113-115, 401
Reject button, 247
rejecting knowledge base articles, 245-247
relating campaigns, 187-188
releasing users from queue, 269
Remove button, 202
Remove From Marketing List button, 164
Remove Members dialog box, 160, 164
removing marketing lists from campaign 

activities, 202
Renew Contract button, 267
Renew Contract dialog box, 267
renewing contracts, 267
reopening opportunities, 146-147
Reopen Opportunity button, 147
Report Scheduling Wizard, 334-335
Report Wizard, 283. See also reports

benefits of, 322
vs. charts and dashboards, 319
creat ng reports w th, 322 326
mod fy ng reports w th, 329 331
start ng, 322
when to use, 322

Report Wizard button, 322
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reporting errors in book, xxiii
reports. See also Report Wizard; SQL Server 

Reporting Services
access ng from too bars, 338
categor es, 337, 339 340
co umns, add ng, 324
creat ng, 322 326
export ng to other formats, 328
fie ds, add ng to, 329
fi ter ng cr ter a, 323, 328
group ng, add ng, 324, 330
nc uded w th SQL Server Report ng Serv ces, 320
ayout, chang ng, 330
mod fy ng, 328 331
propert es, enter ng, 322
refin ng output, 328
refresh ng, 371
runn ng, 214, 327
runn ng from w th n records, 338
schedu ng, 334 335
shar ng, 332 333
sort order, configur ng, 325
v ew ng, 377

Reports area, uploading Excel reports to, 377-378
requests for service. See cases
resizing columns, 24
resolution, automatic, 36
Resolve Case button, 228, 266
Resolve Case dialog box, 228, 267
Resolved status value, 57-58
resolving cases, 228-229, 266
Resource Center, xxvi, 41
Results arrow, 287
Results button, 348
results of campaigns, 212-213
reviewing data import status, 391-392
reward programs. See marketing campaigns
ribbon

n M crosoft Dynam cs CRM for Out ook, 97
overv ew of, 20

routing queue items, 269
Run Report button, 214, 327
running reports, 214, 327, 338

S
Safari account, registering, xviii
Sales Activity Dashboard, 142, 299
sales literature, adding to marketing campaigns, 186
Sales module, information tracked by, 5
Sales Performance dashboard, 299
sandbox environments, xiii

Save And Close button, 50, 81, 86, 99, 107, 154, 
183, 198, 260, 263, 307

Save As button, 282
Save button, 48, 74, 125, 137, 181, 209, 222, 239, 

252, 261, 291
Save Filters button, 283
saved views

access ng, 355
creat ng, 354
dynam c resu ts of, 353
perm ss ons for, 354
shar ng, 353, 355

Saved Views button, 355
saving

accounts, 50
Advanced F nd quer es, 353
charts, 291
fi ters, 283
opportun t es, 140
v ews, 282

Schedule Report button, 334
scheduling reports, 334-335
screen shots in book, xiii
Search button, 244
searching. See also Advanced Find; Quick Find

across mu t p e co umns, 31
for contacts, 55
for he p top cs, xxv
for know edge base art c es, 243, 244
for market ng st contacts, 157 159
part a  records, 31
w dcard characters, 31, 37

security alerts for disabled data connections, 369
security model, 59
security privileges, 241, 249
security roles

book convent ons for, x v
Customer Serv ce Representat ve, 241

See Also paragraphs, xvi
Select A Template dialog box, 237
Select Columns button, 373
Select Dashboard Layout dialog box, 304
Select PivotTable Columns dialog box, 373
Select Records dialog box, 214
Select Values dialog box, 339
Select Whether To Include Campaign Activities 

dialog box, 201
selecting

a , 369
mu t p e tems, 26, 191, 361
records, 27 28

Send button, 117
Send Direct E-mail button, 92
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sending direct emails, 91
sending email messages, 117
sent email messages, viewing, 117
service activities, 70
service agreements. See contracts
Service module, information tracked by, 5
service queues. See queues
service requests. See cases
services, adding to marketing campaigns, 

185-187
Set As Default button, 314
Set As Default View button, 33
Set Parent button, 105-106
Set Personal Options dialog box, 40
Set Regarding button, 115
SET UP paragraphs, xvi
Share button, 292, 332
SharePoint Server, 9
sharing

accounts, 59
charts, 292 293
dashboards, 315
defined, 401
records, 59 61
reports, 332 333
saved v ews, 353
v ews, 355
v ews, perm ss ons for, 354

Sharing button, 60-61
Show Contents button, xxv
simple campaigns. See quick campaigns
Simple mode for Advanced Find, 357
smartphones. See mobile devices
Solution folder (Outlook), 97
sort order

chang ng, 26
nd cators for, 25
n reports, 325

sorting columns, 352
sorting records, 25-27
SQL Server Reporting Services, 319-320.  

See also reports; Report Wizard
staging environments, xiii
static Excel reports, 364-367
static marketing lists, 152-154
static values, 401
statuses, 57-58

for act v t es, 78
for campa gn act v t es, 214
for cases, 229
for market ng campa gns, 179

strategic dashboards, 297
sub-accounts

defined, 401
overv ew of, 49

subject tree
access ng, 225
configur ng, 224
examp e of, 224

subjects, 401
Submit button, 240
submitting knowledge base articles for review, 

240, 245
synchronization filters, 123-125
Synchronize button, 108, 120, 125
Synchronize With CRM button, 105
synchronizing with Outlook, 102-105, 108

automat c t m ng, 104
de eted records and, 119

System Calculated opportunities, 138
System Settings dialog box, 337
system views. See views

T
tables. See Pivot Table reports; PivotTables, 

dynamic, examples of
tabs, pinning and removing, 99
tactical dashboards, 297
target marketing lists, 184
target products/services for marketing campaigns, 

185-187
Target Products window, 186
task activities, 69, 81. See also activities
Task button, 227
tasks

creat ng, 73
creat ng, for cases, 227
due dates, sett ng, 74
durat on, sett ng, 227
mark ng as comp ete, 75, 228
status, sett ng, 75
synchron z ng, 112
v ew ng, 90

teams, 59-60
Template Explorer dialog box, 260
templates

app y ng to know edge base art c es, 238
for contracts, 257 258, 260
n ema  messages, 116
for ema s, 91
for know edge base art c es, creat ng, 249 252
for market ng campa gns, 189 190
nam ng, 190
sect ons, add ng, 251
secur ty pr v eges for, 249
v ew ng, 250

test environments, xiii
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time zone, setting, 40
timing Outlook synchronization, 104
Tip paragraphs, xvi
toolbars, report access from, 338
Track button, 105, 106, 115
tracking

act v t es, 70, 78 79
campa gn reports, 206 207
cases, 226
ema  messages, 113, 115
fie ds, for campa gn act v t es, 196
eads, 132
market ng campa gns, 179
opportun t es, 138
Out ook contacts, 105 106
serv ce request act v t es, 226

tracking icon for Microsoft Dynamic CRM 
records, 104

Troubleshooting paragraphs, xvi
Twitter feed for Microsoft Press, xxiii

U
Unapproved Articles view, 241, 247
unpinning records/views from recent list, 35
Unpublish button, 246
unpublishing knowledge base articles, 245-246
Untrack button, 104
updating 

bu k data. See Data Enr chment
charts, 144, 286
contacts, 53
market ng sts, from search cr ter a, 163

URL for Microsoft Dynamics CRM site, 12
URLs for records, 61
Use Query button, 167
user interface, 20-23

persona  opt ons, sett ng, 39 41
sort order nd cators, 25

User Provided opportunities, 138
users, 60-61

V
View Information dialog box, 282
View Records button, 302
view selector, 21, 52

views
defau t d sp ay of, 32 33
defined, 401
export ng to Exce , 365
fi ters, add ng, 282 283
n M crosoft Dynam cs CRM for Out ook, 99
mod fy ng, 348
open ng, 282
for opportun t es, 141
p nn ng to recent st, 34
recent y v s ted, access ng, 34 35
refresh ng, 28
sav ng, 282, 383 385
shar ng, 355
sort ng records n, 25

W
web client

defined, 401
home page. See home page

web clients
defined, 6
user nterface, 20 23

Who Would You Like To Share The Selected Report 
With? dialog box, 332

Who Would You Like To Share The Selected Saved 
View With? dialog box, 355

Who Would You Like To Share The Selected User 
Chart With? dialog box, 315

wildcard characters in searches, 31, 37
Windows Live ID, 9
Word

export ng reports to, 328
ntegrat on w th, 9
ma  merg ng w th, 172 173

Work On button, 273
workflow rules, 68
working offline with Microsoft Dynamics CRM for 

Outlook, 121-122
Workplace pane

defined, 401
overv ew of, 88
persona z ng, 40

worksheets, dynamic, 368-371

X
xRM, overview of, 6
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About Sonoma Partners
This book’s authors, Mike Snyder, Jim Steger, and Brendan Landers, are executives at the 
Chicago-based consulting firm Sonoma Partners. Sonoma Partners is a Microsoft Gold 
Certified Partner that sells, customizes, and implements Microsoft Dynamics CRM for enter-
prise and midsize companies throughout the United States and Canada. Sonoma Partners 
has worked exclusively with Microsoft Dynamics CRM since the version 1.0 prerelease beta 
software. Founded in 2001, Sonoma Partners possesses extensive experience in several  
industries, including financial services, professional services, health care, and real estate.

Sonoma Partners is different from other Microsoft Dynamics CRM partners because:

●	 We write the books for Microsoft. Consequently, we know the product inside and 
out, and our relationships with Microsoft product teams will save you tons of time 
and headaches down the line.

●	 We offer a cost guarantee on all of our deployments. We can do this because of 
our experience completing more than 400 Microsoft Dynamics CRM deployments. 

●	 We offer clients our unique pre-built intellectual property that consists of a full 
library of tools, utilities, controls, and solutions that you can plug and play in your 
deployment—saving clients thousands of hours of development time.

●	 Sonoma Partners offers pre-built solution templates for professional services, 
financial services, healthcare, franchise management, and real estate.

In addition to the multiple books we’ve written for Microsoft Press, we share our 
Microsoft Dynamics CRM product knowledge through our email newsletter and online 
blog. If you’re interested in receiving this information, you can find out more on our 
website at http://www.sonomapartners.com. 

Even though our headquarters is in Chicago, Illinois, we work with customers throughout 
the United States and Canada. If you’re interested in discussing your Microsoft Dynamics 
CRM system with us, please don’t hesitate to contact us! In addition to working with 
customers who want to deploy Microsoft Dynamics CRM for themselves, we also act  
as a technology provider for Independent Software Vendors (ISVs) looking to develop 
their solution for the Microsoft Dynamics CRM platform.

Sometimes people ask us where we got our name. The name Sonoma Partners was inspired 
by Sonoma County in the wine-producing region of northern California. The wineries in 
Sonoma County are smaller than their more well-known competitors in Napa Valley, but 
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they have a reputation for producing some of the highest quality wines in the world. We 
think that their smaller size allows the Sonoma winemakers to be more intimately involved 
with creating the wine. By using this hands-on approach, the Sonoma County wineries can 
deliver a superior product to their customers—and that’s what we strive to do as well.
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Jim Steger
Jim Steger is co-founder and principal of Sonoma Partners. He has been developing  
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Jim’s leadership in the technical community with the Microsoft Dynamics CRM MVP 
award in both 2010 and 2009. Jim has co-authored books about Microsoft Dynamics 
CRM for Microsoft Press since the 3.0 version of the software. Before starting Sonoma 
Partners, Jim designed and led various global software development projects at 
Motorola and ACCO Office Products. Jim earned his bachelor’s degree in engineering 
from Northwestern University.
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Brendan Landers is a consulting director at Sonoma Partners, overseeing all of the com-
pany’s Microsoft Dynamics CRM consulting projects. He has led numerous Microsoft 
Dynamics CRM implementation projects for companies in the following industries: 
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Stay in touch!
To subscribe to the Microsoft Press® Book Connection Newsletter—for news on upcoming 
books, events, and special offers—please visit: 

What do  
you think of  
this book?
We want to hear from you! 
To participate in a brief online survey, please visit: 

Tell us how well this book meets your needs—what works effectively, and what we can  
do better. Your feedback will help us continually improve our books and learning 
resources for you.   

Thank you in advance for your input!

microsoft.com/learning/booksurvey 

microsoft.com/learning/books/newsletter 
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