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Wondering if this eBook applies to you?

If your screen looks like this, you're in the right place.
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The eBook contains the essentials you need to know to get productive quickly.

You'll learn how to:

¢ Navigate the system

e Enter data

e  Work with dashboards

e Use CRM to work with customers

...and more!

Using an earlier version? Start with this basics guide instead.



http://go.microsoft.com/fwlink/p/?LinkID=534755
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Welcome to the CRM Basics guide

The Microsoft Dynamics CRM Basics guide contains the essentials you need to know to
navigate the system, enter data, and move your customers through the sales cycle or
resolve a service issue successfully.

We included only what you need to know to get productive right away, and we kept
every topic as short as possible. (Think bite-sized servings of info that you can really use.
We know you're busy.)

Get valuable learning even if your system has been customized

Even if your system has been customized to match your business (and you use different
names or your screens look different), you'll still find the CRM Basics guide useful,
because we only included tasks that anyone using the system would do, no matter how
the screens have been changed.

You can read the guide straight through in order, or only read the topics you're
interested in. Or, if you're the person responsible for training people at your
organization, you can walk through the topics in the training sessions you do with
employees.

Use this guide to create your own training materials, if you want

To make it easier for you to create your own training materials, we're even giving you a
link to our editable files, so that you can replace screen shots, change the text, or use
your own logo — whatever works to make the training materials match your system
and style.

Find more answers and training online

To find more eBooks, videos, and other great content to help you get the most out of
the system, check out the CRM Help & Training website (www.CRMCustomerCenter.com)
from a connected computer, tablet, or phone.

& Talk to us

Is this the kind of guide you'd like to see more of? We'd love to know what
helps you, or what doesn’t work so well. Please take a minute to send us a
quick note. We'll use your feedback to improve our content.



http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
http://go.microsoft.com/fwlink/p/?LinkID=309289
mailto:mscrmdf@microsoft.com?subject=eBook:%20CRM%20Basics%20Guide(/1:help/2:V7.1/3:V7.1.0/4:eBook-CRM-Basics.htm/5:None/6:en-us/7:OP/8:CRM)&body=Thanks%20for%20taking%20the%20time%20to%20send%20us%20your%20feedback.%20What%20would%20you%20like%20to%20let%20us%20know%20about%20the%20CRM%20Basics%20guide?
mailto:mscrmdf@microsoft.com?subject=eBook:%20CRM%20Basics%20Guide(/1:help/2:V7.1/3:V7.1.0/4:eBook-CRM-Basics.htm/5:None/6:en-us/7:OP/8:CRM)&body=Thanks%20for%20taking%20the%20time%20to%20send%20us%20your%20feedback.%20What%20would%20you%20like%20to%20let%20us%20know%20about%20the%20CRM%20Basics%20guide?

Meet Microsoft Dynamics CRM
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Build customer relationships with CRM

One of the biggest payoffs of using Microsoft Dynamics CRM is having one central,
organized, easy-to-access place to store data about all your customers and prospects.

Some of the data will be entered by you and your team as you work with your
customers. Some of the data can be pulled in from other sources like from your
accounting system, from Microsoft Dynamics Marketing, or even from Facebook and
Twitter.

Once the data is in the system, the real fun begins. You can use the insights you glean
from the data to manage your day, to stay on top of what's happening on your team,
and to make informed decisions about how to nurture your customers and build lifelong
relationships with them.

Next up: Be productive wherever




Be productive wherever

Microsoft Dynamics CRM is not just for using in a web browser on your computer—you
can also use it on your phone, on your Microsoft Surface, or on your iPad.

This CRM Basics guide covers using the system in your web browser, to keep it as short
as possible (and because the mobile apps work almost the same as on the web).

Download the app from the online store for your phone or tablet (search for “Dynamics
crm” to find the app). You may need to check with the person who manages your system
day-to-day, to make sure you have the security permissions required to use the app.
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You can also do your Microsoft Dynamics CRM work from within Microsoft
Outlook, if you want. Check with your system administrator for details.

Next up: What if your screens look different from what you see here?




What if your screens look different
from what you see here?

If your organization works closely with a Microsoft Dynamics CRM partner, chances are
good that your system screens look different from what you see in this guide.

And even if your organization doesn’t work with a partner, someone at your organization
may have added in extra features or used the tools that come with CRM to customize the
system to match your industry and the way you do things.

Not to worry.

All of the topics in this guide are designed so that the clicks or taps are the same for
everyone. You'll be able to use this guide to learn the basics of Microsoft Dynamics CRM,
no matter what you call the fields on the screens, or whether they're arranged differently
from the examples shown here.

Next up: Security settings—What if you can't access a feature?




Security settings—What if you can't
access a feature?

Microsoft Dynamics CRM comes with security settings that control your access to certain
features, data, or even fields on screens, depending on your role.

If it turns out that you can’t see or access something described in this guide, or if some
data is marked “read only,” check with the person who manages your system day-to-day.
You may need to get additional security permissions.

Next section: Let's talk about customer data




Let's talk about customer data




Data is key

Whether you're in sales, service, or marketing, Microsoft Dynamics CRM helps you
organize and get big returns on your customer data.

Because sales and service are unified in one system, salespeople have visibility into any
active service issues so that they aren't blindsided as they're trying to close a deal.
Likewise, if a customer calls in for support, a service rep can see that a big sale is pending
and handle the caller accordingly.

With Microsoft Dynamics CRM, you'll be able to spot and respond to issues that may be
blocking deals, see how your service team is doing with meeting the terms of your
service level agreements, monitor the success of your marketing campaigns, and so
much more.

Next up: How Microsoft Dynamics CRM data is organized




How Microsoft Dynamics CRM
data is organized

Although you don’t need to know a lot about databases to start working with Microsoft
Dynamics CRM, it's helpful to know a few things about how data is organized in the
system.

In particular, there are two definitions you should know because they are used many
places in the system: record and record type.

Every day, you'll work with different customer records and record types as you move
customers through your business processes, collecting the data you need to fill in the
fields for their records—and ultimately to win their business.

What's a record?

In Microsoft Dynamics CRM, a record is a complete unit of information. Think of it like a
single row in a table, with multiple columns (or fields) to store the pieces of info that
make up the entire row.

For example, for accounts you could have a column for Company name, Address, and
Contact name for the person you call when you want to check in on the account. Each
time you add a new account to the system, you're creating a new record in the CRM
database.

What's a record type?

Each record you add to the system belongs to a certain record type, such as an account,
contact, lead, opportunity, or case. (Microsoft Dynamics CRM has several other types of
records besides these, but these are the ones you'll probably work with most often.)

Record types give you a way to group and organize similar data. For example, in
Microsoft Dynamics CRM you'll find your contact records grouped under the contact
record type.

Case records are grouped under the case record type, and account records are under the
account record type, and so on.

Next up: What are accounts, contacts, leads, and opportunities for?




What are accounts, contacts, leads, and
opportunities for?

Account and contact records store much of the information that you and your team
collect from your customers.

You store data about companies you do business with in accounts. Similar to Microsoft
Office Outlook or other email programs, you store data about the people you know and
work with in contacts.

Usually, an account has more than one contact associated with it, especially when you're
working with a larger company with many departments or locations and you deal with
several people to manage the account.

Leads are for potential sales, and most organizations get leads from many sources. You
can enter leads manually from business cards, generate them from marketing campaigns
or inquiries from your website, buy them in mailing lists, create them automatically from
posts on Facebook or Twitter — the possibilities are almost endless.

If all goes well, after you nurture a lead, you'll be able to promote it to an opportunity,
which is another name for a deal you're getting ready to close.
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What if you see different names for the types of records in your system?

One of the beauties of Microsoft Dynamics CRM is that it's so easy to customize to
match your organization’s industry, business goals, or preferences. So you may see
different names for the types of records, because your organization calls that type of
data something different. For example, your system administrator may have changed
"account” to "company,” or “contact” to “individual.”

Next up: What are cases?
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What are cases?

You store all the data about customer issues or questions in a case. Cases can originate
from phone calls, email, inquiries on your website, or even from posts on Facebook or
Twitter. (Some organizations call cases “incidents” or “tickets.”)

Cases store the details that service reps need to know as they resolve an issue. When you
look at a case record, you'll see the case priority, where it originated, whether the
customer has other recent cases, how much service the customer is entitled to, and how
much time you have to resolve it.

My Work Customers Service Collateral Go
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Next up: |It's all part of the (business) process
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t's all part of the (business) process

Microsoft Dynamics CRM is “process-driven.” But what does that mean?

Everyone on your team moves customers through standardized business processes with
the same stages and steps for each type of customer interaction, collecting and inputting
important data along the way. Business processes help everyone follow best practices,
even when handling situations that don't occur very often.

You complete a step by entering data or marking the step completed in the process bar
at the top of the screen. When all the steps are done, you can move on to the next stage.

For example, your organization might have a business process to handle a new sales
opportunity by first qualifying whether the person has the budget to buy, and then
developing the opportunity by talking with a stakeholder. Next, you send a sales
proposal, and finally you close the opportunity as won when the customer places the
order. (Way to go!)

In this example, the business process bar for new opportunities shows you the four
stages to follow (Qualify, Develop, Propose, and Close), where you are in the process,
and what to do next, so there’s no guesswork.

. . _ — CRM System
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OPPORTUNITY ¥
E d H t .t H A D t X I Est. Close Date Est. Revenue Status Owner”
XpFESSe Interest In . atum N... = 6/5/2015 $348,500.00 In Progress & Veronica
F)
v Qualiy Price Execution (Active) P Coe | €| Neastage
+ Business Desk Approval Required
Approved? * N
+ Approver Alicia Thomber,

Enter data in the fields on the process bar,
or mark a step completed.

What if your business processes look different from these examples?

The system comes with business processes for common sales, service, and marketing
tasks. However, most organizations customize these processes to match the way they do
things. In other words, what you see here may not match exactly with the process bars
you see on your system. But regardless, the process bars work the same for everyone.
You enter data in the fields, and then move the customer to the next stage.

Next up: Navigate to your data
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Navigate to your data

Microsoft Dynamics CRM is designed so that you can access your work area, customer
records, and other information quickly when you need them.

Everything drops down from the main menu at the top of the screen. The nav bar also
includes buttons to help you do common tasks quickly, like entering records or
searching for data.

Main menu )
Shortcut to Add info and Advanced

recent work activities search options

Microsoft Dynamics CRM

"d Work Customers Sales

E Diahbodnds E Bcounls Leads H Choated E Marketing Lists @ o
E What's New E Comtacts E Opportunities Ordars E Quick Campaigns g GOy

- ™ 3
At E Compattan [ ] Ly Rl
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-
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The system is enabled for touch. If you have a computer or other device with a touch
screen, you can tap with your finger to select something or to input data.

Sales, Service, and Marketing work areas are at the top level of navigation

At the top level of the navigation, you'll find tiles for Sales, Service, Marketing, and
Settings, which are called work areas. Each work area gives you access to tools and info
tailored for your role. The Settings work area is for system administrators. You'll find the
tile for the Help Center alongside the tiles for the work areas. This website gives you
access to help whether you're in sales or service, or a system administrator, IT
professional, customizer, or developer.

What if you don’t see all of the work areas, or if you see different ones?

The work areas you see depend on your security settings. Also, some systems have been
customized to reflect that the organization uses different roles.

13



The different record types and other items are grouped by role

After you select your work area, you'll find most of the information and tools you need
to do your job. You'll see lists of the different types of records stored in the system, such
as accounts, contacts, leads, and opportunities. You'll also be able to access dashboards,
the activity feed, marketing campaigns, and more.

Microsoft Dynamics CRM = = sales [

My Work Customers Sales
Choose a Work @ Dashboards Fi“' Accounts Leads
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Next up: View and sort records in lists
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View and sort records in lists

When you choose accounts, contacts, leads, opportunities, and so on, you'll see a list of

the customer records of that record type. You can filter the list to see only the records
you're interested in, such as all active accounts, or only the contacts you're following.

Microsoft Dynamics CRM = =
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Sales | v Contacts v
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someone_m@example.com
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someone_i@example.com
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Next up: Use Quick Search to navigate

Company Name
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Margie's Travel

Coho Winery (sample)

A. Datum Corporation (sa..

Alpine Ski Houst

ple]

Coho Winery (sample)

A. Datum Corporation (sa...
Alpine Ski House (sample]
Contoso

City Power & Light (sample

Blue Yonder Airlines (samp...

Fabrikam, Inc. (sample;

Adventure Works (sample]

Pharmaceuticals (...

@ EXPORTTOEXCEL ' ~ [ IMPORTDATA ' ~

123-879-9905
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555-0110

555-0109

555-0108

555-0107

555-0106

555-0105

555-0104

555-0103

555-0102

Choose the down arrow next to the name of the list to see a different view.
(You can see a subset of the records, depending on the view you select.)
Choose a column name to sort.

aicH
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Use Quick Search to navigate

Want a quick way to find and navigate to a record? Use the search box at the top of the
screen to search for the one you're interested in.

1. Type the search term, and then choose the Search icon ( © ). Use an asterisk (*) if
you want to include a wildcard character.

Microsoft Dynamics CRM | = sales | v Contacts | ~

4 NEw [ DELETE ~ e EMAILALINK ~  [¥] RUN REPORT ~ @3 EXPORTTOEXCEL ' ~ iy IMPORT DATA | ~  gll CHART PANE ~

+ My Active Contacts ~
v Full Name Email 4 Company Name Business Phone

Tete Mensa-Annan TSalah@humongousinsura.. Humongous Insurance

Iben Thorell sueburk@margiestravelcom  Margie's Travel

Thomas Andersen (sample] someone_m@examplecom  Coho Winery (sample) 555-0112

Susan Burk (sample) someone_I@examplecom A, Datum Corporation (sa..  555-0111

Patrick Sands (sample)] someone_k@example.com Alpine Ski House (sample] 555-0110

Jim Glynn (sample) someone_j@example.com Coho Winery (sample) 555-0109

2. In the lists of matching search results (which are grouped by record type), choose a
record to open it. If there are a lot of matches, point to one of the lists to see a scroll
bar to move up and down and see more matching records.

If you only want to see matches for a certain type of record, select a filter from the
drop-down list.

Microsoft Dynamics CRM = sales | v Contacts | v
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Next up: Get back to recently viewed items
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Return to recently viewed items

There are two fast ways to get back to the accounts, contacts, or other items that you
work on frequently.

e Choose the Recently Viewed Items button on the nav bar. Or, pin the customer
records you use all the time to keep them handy at the top of the list.

. . — — CRM System
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Next up: See other related records
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See other related records

Occasionally, you may want to check what else at your organization is going on with an
account, contact, or other type of record.

There's a fast way to do that by using the “breadcrumbs” in the nav bar. (“Breadcrumbs”
show you the trail you followed through the system to get to the record you're currently

viewing.)

e On the nav bar, choose the down arrow next to the record name to see other records
related to the one you're viewing.

Breadcrumbs

Microsoft Dynamics CRM | = sales | v
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Enter new records quickly

The Create command on the nav bar makes quick work of entering almost any type of
data into the system. Plus, it's always available from any screen whenever you need to
enter new information into the system.

With the Create command, you only need to enter data into a few required fields.
(Required fields are flagged with an asterisk.) You can enter more information later when
you have it, or when you have more time.

1. On the nav bar, choose the Create button [, and then choose the type of data you
want to enter.

2. Fill'in the fields, and then choose Save. Point your mouse to a field if you want to see
a tip about what to enter.

Microsoft Dynamics CRM — Sales v Leads | v MarcoTanara | v

Activities Records
Choose the Create
Task Y Account button on the nav bar
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Next up: Edited data can be saved automatically
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Where is the Save button?

If your system uses the auto-save feature, you'll notice that when you edit data in the
fields on system screens, you don't need to choose Save. The system automatically saves
any edited records after 30 seconds, or when you go to another screen.

If you want to save an edited record sooner than 30 seconds, choose the Save button at
the bottom right corner of the screen.

Note: You do need to choose Save when you create a new record.
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Next up: Visualize your data on the dashboard
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Visualize your data on the dashboard

Each time you sign in to the system you'll see the dashboard, which gives you easy-to-
read charts and graphs that help you see how you and your team are doing with key
metrics (also known as key performance indicators, or KPIs).

The system comes with several dashboard layouts that are tailored for each role.

For example, if you're in sales, you'll see the status of open opportunities in the pipeline,
or how many leads were generated by your marketing campaigns. If you're in service,
you'll see the status of open cases, and the distribution of cases amongst service reps by
priority.

e To get to the dashboard from anywhere in the system, go to Sales, Service, or
Marketing > Dashboards.

Microsoft Dynamics CRM = sales |«  Dashboaras | v ©@® o B [y
EPSAVEAS E% NEW - SETASDEFAULT & REFRESHALL i ADVANCED FIND
Drill down into part
Microsoft Dynamics CRM Overview ~ of a chart to see the
underlying data. 2
Pipeline by Sales Stage Leads by Source Campaign Cases By Priority (Per Owner)
What does the case
IR T load look like?
§  Dieal m_
customer recen. N :
3 coment varcer. N - e . .
30 printers ... | I !
10 -
CountAll (Name) Low W Critical NN Normal NN High
All Activities v + =

Build Marketing List for Ampl..  [34 Software Pr...  Task Open Ken Maliit Norma

What's in the sales pipeline?

Next up: Dirill in to see the data that makes up a chart on a dashboard
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Drill in to see the data that makes up a
chart on a dashboard

e On the dashboard, to see a list of the records used to calculate the metrics shown in
chart, point to the chart, and then choose the Drill in button E3.
(You won't see the button until you point to the chart.)

= T Ad
Sales | v  Dashboards | v (CINCNN 5carch CRIM data 0 & (Zrnrtyow ams! | &

s L dhADv .
Choose this button to see the
records used to create a chart.
by Sales Stage (All Open.. Sales Leaderboard e B =

Won Opportunities %

Dan Jump i s2 1360
Amy Alberts [N s 0

~ spencer Low | <5225
P o sysem I <

o
Verorica ek N ==
e el

suin s

op M Quali 0.00 20,000,000.00 40,000,000.00

Sum (Actual Revenue) ()

Next up: Visualize data in different dashboard charts and for other fields
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Visualize data in different dashboard
charts and for other fields

You can try out different types of charts, and see how your data looks when you use
different fields for the calculations, right from within the dashboard layout. (No
customization required.)

e On adashboard, choose a segment to view the data in a different type of chart, such
as a pie chart or bar graph. From the drop-down list, you can select a different field
to use for the calculations, if you want.

Microsoft Dynamics CRM = Sales | v Dashboards | v

E7 SAVEAS % NEW = SET AS DEFAULT & REFRESH ALL H ADVANCED FIND

Sales Management ~

(&)
&l

Pipeline by Sales Stage (All Open...

Open Opportunities

Il (blank Il Develop [ Qualify
I Close Propose

Next up: Explore dashboard layouts
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Explore dashboard layouts

The system comes with several different dashboard layouts to help you highlight the
data and performance metrics you're most interested in. The best way to find one you
like is to take a look at a few.

e To see a different dashboard layout, choose the down arrow next to the name of the
dashboard, and then select the layout you want.

Microsoft Dynamics CRM = sales v Dashboards | v

EZSAVEAS E% NEW & REFRESHALL ik ADVANCED FIND

Microsoft Dynamics CRM Overview

System Dashboards

A

Customer Service Manager Dashboard
Customer Service Performance Dashboard Lead
Customer Service Representative SLA Dashboard
Demo Data Ager

Microsoft Dynamics CRM Overview

Microseft Dynamics CRM Social Overview
Opportunities Advanced Heatmap '
Opportunities HeatMap

Sales Activity

Sales Analysis s e
324,070,000.00

Source Campaign

Sales Dashboard

Sales Management

Sales Management Socia
Sales Performance Dashboard
Sales Rep Social

Service Analysis
===:000.00

- All Activ

Next up: Set your default dashboard layout
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Set your default dashboard layout

When your system is set up, the system administrator picks a default dashboard layout
that everyone sees when they first sign in. If you want to see a different dashboard, you
can override the system-wide default.

o Display the dashboard you want, and then choose Set as Default at the top of
the screen.

. . — — CRM System
Microsoft Dynamlcs CRM = Sales ~ Dashboards | v @ @ o E¥ contoso . Lo

E#SAVEAS 2% NEW 9 SET AS DEFAULT & REFRESH ALL "ADVANCED FIND

Microsoft Dynamics CRM Overview ~

Pipeline by Sales Stage Leads by Source Campaign
Open Leads
OpenOpportunities
New customer loyalty p...Jll 3

Event campaign templat... ] 1
event campaign [N 7
Direct marketing templ... I s
Direct marketing |
Customer loyalty progr... IS

Ad campaign template (..J] 1

Ad campaign [N

0 10 20 30

Source Campxign

CountAll (Name)

§77.282.90000

Next up: Import data from Microsoft Excel or other sources
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Import data from Microsoft Excel
or other sources

To keep track of all your customer data in one place, you may want to import contacts,
leads, or other record types into Microsoft Dynamics CRM from other sources, such as
from an email program, a spreadsheet, or your phone.

Depending on how much data you want to import and other factors, importing
data may take some planning. You may want to check with your system
administrator for guidance.

First, export the data into a file. These file types are supported:
e Comma-separated values (.csv)

e Text (.txt)

e Compressed (.zip)

e Microsoft Office Excel Spreadsheet 2003 (.xml)

The maximum file size allowed for .zip files is 32 MB. For other file types, the maximum
files size allowed is 8 MB.

Use the Import Data wizard to import the data.
1. Go to Settings > Data Management.

2. Choose Imports, and then choose Import Data. Follow the on-screen instructions.

Microsoft Dynamics CRM = Settings | v Data Management

X DELETE ~ < EMAILALINK @ ~ {3 EXPORT TO EXCEL | ~ By IMPORT DATA  ~

Next up: Export CRM data to Microsoft Excel
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Export CRM data to Microsoft Excel

If you want to do additional calculations or run your own reports, you can export your
CRM data to Microsoft Office Excel.

Create a static Excel spreadsheet if you want to capture all of the data at a single point in
time. Or, you can create a dynamic PivotTable or worksheet, and then select the columns
or fields you want to include.

1. Display the view of the records you want to export, and then choose Export to Excel.
2. If creating a PivotTable or dynamic worksheet, select the columns to include.

3. Choose Export.

Microsoft Dynamics CRM | = sales | v Contacts | v

4 NEW D DELETE | * @ EMAILALNK ~ [MRUNREPORT~  {§ EXPORTTOEXCEL ~  {yIMPORTDATA | ~

+ My Active Contacts ~
v/ Full Name Email ¥ Company Name Business Phone
Tete Mensa-Annan TSalah@humongousinsura.. Humongous Insurance 123-879-9951
ben Thorell sueburk@margiestravelcom  Margie's Trave 123-879-9905 Display the
Thomas Andersen (sample] someone_m@example.com Coho Winery (sample) 555-0112
records, and
Susan Burk (sample) someone_l@example.com A. Datum Corporation (sa... 555-0111 then choose
Patrick Sands (sample) someone_k@example.com Alpine Ski House (sample) 555-0110
Export to
Jim Glynn (sample) someone_j@example.com Coho Winery (sample) 555-0109
Excel.

Next section: Notes, tasks, email, and other assorted CRM activities
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Notes, tasks, email, and other
assorted CRM activities
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How activities are used in Microsoft
Dynamics CRM

In Microsoft Dynamics CRM, you use activities to keep track of all your customer
communications. For example, you can take notes, send email, make phone calls, set up
appointments, and assign yourself tasks as you work a sale or resolve a service case.
These actions are all considered types of activities.

The system automatically timestamps every activity and shows who created it. You and
other people on your team can scroll through the activities to see the history as you
work with a customer.

To get the most out of Microsoft Dynamics CRM, it's important for everyone in the
organization to track all their customer interactions by adding an activity for every email,
phone call, task, or appointment. That way, a customer’s history is complete.

Activities can be included in reports to track your ongoing progress and monitor how the
service team is doing at meeting service level agreements.

Microsoft Dynamics

Activities

Task

Choose the type of
activity: task, call,
email, or appointment.

Phone Call

@ Email
E]

Appointment

Next up: Find your activities
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Find your activities

e Go to your work area, and then choose Activities.

Microsoft Dynamics CRM = = sales [l Contacts | v

My Work Customers Sales Collateral

@ Dashboards % Accounts Leads Quotes

E What's New Contacts E Opportunities Orders

— . - 1

Activities E Competitors Invoices
b B Products

Sales Literature

@ Goals
A_,«' Goal Metric:

[ife) Rollup Quer

Next up: View activities in a list
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View activities in a list

You can view all of the activities assigned to you, or you can view only certain types of
activities (for example only tasks or only phone calls).

e Choose the down arrow next to My Activities, and then select All Activities, or
select the activity type you want (for example, Email).

Microsoft Dynamics CRM = sales | v Activities | v

M 1Aask SEmAIL [ APPOINTMENT | v & PHONECALL [E) LETTER ¢k FAX

* My Activities v

1\

campaign: 3D Printers Promo
Recurring Appointment >
campaign: 3D Printers Promo

w
O
O
- |

| 7| Al Activities > J
Task »
&Q Fax » Regarding
. PhonecCal > = Astonis
N Email >
Letter > -
D Appointment » nity: Interested in Dynamics CRM
Service Activity >
% Campaign Response » \campaign: 3D Printers Promo 3D Prin
'5,- Campaign Activity >
QQ

Social Activity »

o

v/ (ampaign ACtiVity  ACtiVity createa as part or campaign: 3D Printers Promo

w

o
O

=

—

Next up: Filter the list of activities to show only the ones you want
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Filter the list of activities to show only
the ones you want

You can filter the list of activities to see only the ones you're interested in. For example,
filter the list to see closed activities, or to see activities assigned to other people on your
team.

In Microsoft Dynamics CRM, a filter is called a system view.

1.

Choose the down arrow next to My Activities and then point to All Activities to
include all the activity types, or point to the activity type you want (for example,
Email or Phone Call).

Choose the right arrow on the drop-down list, and then select the view you want.
The views that are available depend on the type of activity.

Microsoft Dynamics CRM = sales | v Activities | v
TASK % EMAIL APPOINTMENT | » & PHONE CALL LETTER (R FAX [£) SERVICE
+ My Activities ~
= = e ————— s —— Ty
| Lzl All Activities L7 System Views
Task » All Activities
dl Fax » Closed Activities
L PhoneCal N My Activities
¥ Emai » My Closed Activities
Letter » My Team Members’ Activities
Open Activities
(71 Appointment » P
. s Scheduled Activities
Service Activity »
o . Create Personal View f
iw Campaign Response » o
™, Campaign Activity » b
Recurring Appointment » .
campaign: 3D Printers Promo g 3D Printers Promo

99 Social Activity » E

v/ Lampaign ACTIVIty  ACTIVITy Createa as part or campaign: 3D Printers Promo |_Tl‘q 3D Printers Promo

Next up: Add a new activity for a customer
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Add a new activity for a customer

Most often, you'll want to add an activity that is associated with a contact, opportunity,
account, service case, or other type of record to help you keep track of all the
communication history you have with a customer. (You can also Add an activity for

yourself.)
As your organization’s relationship with a customer builds over time, you and other

people on your team can look through the activity feed as you work with the customer,
and see the history of your interactions.

Activities can be included in reports to track your ongoing progress.

1. First, open the record. Either use Quick Search on the nav bar to find the customer's
name and then open the record.

Or, go to your work area, and then choose the type of record, find the record in the
list, and then open it.

2. Choose Activities to add a task or phone call to the record. Choose More (...) to add
an email or appointment. Or, choose Notes, and then start typing.

Microsoft Dyna mics CRM = Sales | v Contacts | v Patrick Sands | v
+ NEw  [© DEACTIVATE &3 CONNECT | = [FMADD TOMARKETING LIST $SASSIGN & EMAILALINK X DELETE
o eie
CONTACT Choose Activities to add a call or task.
. .
Patrick Sands = Choose More (...) to send email or set an
- -
appointment. Or, choose Notes.
Summary
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
B Alpine Sk
~ | Add Ph Call  Add Task - AP
Full Name™ Patrick Sands Al - one e o — ¥
4 Email
Titl Owi —
Job Tile ner Customer not happy with tt [] Appointment compLere | A1 1 %@ RECENT CASI
Account Name & Alpine Ski House (sample) z Define and capture critical cust he draft content with key pla...
l# cust_act Case Title
Email someone_k@example.com Modified by First name Last nz
) ) B Need help (s:
Business Phone 555-010 Patrick Sands A s
Mobile Phone o t" Checked customer and product information. Created follow-up activities. Generated ema...
Fax Completed by First name Last name 1/1/2015 7:08 PM
Preferred Method of ( Any Patrick Sands compLere | 1 | &
Address 7765 Sunsine Drive t" Check customer and product information. Create follow-up activities. Generate letter or...
Seattle, WA 11910 Modified by First name Last name 1/1/2015 7:08 PM

us.

Next up: Add an activity for yourself
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Add an activity for yourself

Add a task or note for yourself when you want a reminder to do something personal, like
schedule a doctor’s appointment or attend a sporting event.

Otherwise, to keep a history of your interactions with a customer, you should add new
activities that are associated with a customer’s record, so that those activities become
part of the history that other people on your team can view. More information: Add a
new activity for a customer

1. On the nav bar, choose the Create button &, and then choose the type of activity.

On the nav bar, choose Create, and
then choose the type of activity.

ics CRM — Sales | v Leads v Marco Tanara | v Search

Microsoft Dyngmi

Activities Records >
Task % Account
Phone Call Case
Email E Competitor
Appointment Contact
Lead
E Opportunity

2. Fill in the fields, and then choose Save.

Next up: Attach a document to a note or task
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Attach a document to a note or task

Documents, spreadsheets, pictures, and just about any type of file can be attached to
notes or tasks.

1. Open the note or task.

2. Choose Attach. (For tasks, look in the Notes section. You might have to scroll down
to see the Attach button.)

3. Browse to and then choose the file that you want to attach, and then choose Done.

Microsoft Dyna mics CRM = Sales | v Contacts | v Patrick Sands | v
4 NEw  [S DEACTIVATE &3 CONNECT | » [ ADD TO MARKETING LIST S8 ASSIGN & EMAILALINK X DELETE
TACT - -
CONTACT Click Notes, and then click
Patrick Sands = Attach. Browse to the file,
click it, and then click Done.
Summary
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
& Alpine Ski
Full Name* Patrick Sands Title
Job Title Owner RECENT CASE
Account Name & Alpine Ski House (sample)
Case Title
Emai someone_k@example.com
)  Attach D in fead
Business Phone 555-0110 8 A one Need help (sa

Next up: Mark an activity complete
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Mark an activity complete

After you call someone, complete a task, send an email, or go to an appointment, you
can mark the CRM activity for that action as completed.

1. Open the activity.

2. On the command bar, choose Mark Complete.

Microsoft Dynamics CRM = Sales v Contacts v Patrick Sands v

B SAVE v MARK COMPLETE [ CLOSE APPOINTMENT : CONVERTTO * €D RECURRENCE X DELETE & EM
o)

APPOINTMENT ¥

Review proposal with Sales-o-Maniac

Reinhart

Review proposal with Sales-o-Maniac

10801 Mastin Bivd Kansas City, Kansas 66210

[ Interested in Plotters

9/14/2013 8:44 PM All Day Event O
9/14/2013 10:44 PM Duration 2 hours

Description

Next up: Mark several activities complete at the same time
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Mark several activities complete
at the same time

You can select multiple activities from the list, and then mark them all complete at the
same time.

1. On the list of activities, choose to the left of an activity to select it.

2. On the command bar, choose More commands (...), and then select
Mark Complete.

Microsoft Dynamics CRM — Sales ~ Contacts + PatrickSands | v

TASK N EMAIL [J APPOINTMENT | ~ & PHONECALL [ LETTER ¢RFAX |25 SERVICEACTIVITY |ses
‘™, Campaign Response
+ All Activities et orrecord
Due: Al ﬂ W Delete 4

v Mark Complete

v
X Cancel
¥ We have begun working on your case CRM:0001028 )-f Want to upgrade my Preduct Designer -
L Set Regarding
N We have begun working on your case CRM:0001060 /- Want to upgrade my Plotters .y ,
S= Assign
{ Configuration Want to upgrade my Factory Designer
e e Oy Copy a Link 4
¥ Wehave begun working on your case CRM:0001061 /* Want to upgrade my 3D Printers e Email a Link »
¥  We have begun working on your case CRM:0001042 /~ Want to upgrade my 3D Printers Bl Add to Queue
-+ - ~
¥ We have begun working on your case CRM:0001020 /° Want to upgrade my 3D Computer-aided Design (CAD) § 2 Run Workflow
¥ Wehave begun working on your case CRM:0001039 / Want to upgrade my 3D Computer-aided Design (CAD) S @ Run Report »
v Build Marketing List for Amplify your Sales Event E.‘q Software Prospect - Nuture Campaign ﬂg Export to Excel
Prepare Collateral for Amplify your Sales [} Software Prospect - Nuture Campaign ¥ Import Data 4

Next up: Best practices for CRM activities

37



Best practices for CRM activities

Now that you have a handle on how to work with CRM activities, here are some
suggestions about how to use them to your organization’s best advantage.

¢ Add an activity for every customer interaction. Make sure a customer’s history
includes a record of every communication you have with them.

e Use the right activity type for the action. It may be tempting to enter a new note
that says, “Sent an email to confirm pricing,” or “Called to discuss their service case.”
However, you should add an email or phone call activity to track those types of
actions, and use notes for more general text.

e Add activities for yourself, too. You can keep track of your own assignments,
events, and notes without associating these activities with a customer.

Use the Create command on the nav bar. Find these activities in the list by sorting on
the Regarding column, which is blank to let you know that the activity isnt
associated with a customer record.

Microsoft Dynamics CRM = Sales v Contacts v PatrickSands v

A TASK % EMAIL [ APPOINTMENT ~ & PHONE CALL LETTER (R FAX [} SERVICE ACTIVITY

+ My Activities ~

Due: All v
v Acti pe e () Due Date

A . e

v Task Follow up in first quarter & Astonishing Sales High 7/24/2014 1:00 PM
M Task Assignments for next quarter High 7/31/2014 1:00 PM
.‘ ‘ Appointment Discussion about opportunity: Interested in Dynamics CRM High 10/23/2013 1:00 PM
«. ‘ Appointment Dentist Appointment High 9/26/2013 5:00 PM
) ¢ 20 P ~ 2 9/20/2012 7-00 A
'# Campaign Activity  Activity created as part of campaign: 3D Printers Promo «« 3D Printers Promo Normal 9/30/2013 7:00 AM

To find activities not associated
with a customer, look for blanks
in the Regarding column.

¢ Keep in mind that activities “roll up” under their associated records. Let's say
you want to remind yourself to follow up with Chris Preston, a contact who's
associated with the account, Imported Sports. You'll need to add the task activity to
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the contact record for Chris (not for the account, Imported Sports).

That way, your task will “roll up” under the account automatically, and you and the
people on your team will see the task when they're looking at the contact, and when
they're looking at the account for Imported Sports.

Next section: Especially for sales pros
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Especially for sales pros
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Monitor performance on the
sales dashboard

To help you stay on top of how you and your team are doing with meeting your sales
goals, the sales dashboard serves up key info for you, like the status of opportunities in
the pipeline, how you're tracking against your sales goals, and who's working the most

active deals.

To get to the dashboard from anywhere in the system, go to Sales, Service, or
Marketing > Dashboards.

Microsoft Dynamics CRM

BPSAVEAS % NEW SETASDEFAULT  © REFRESHALL i) ADVANCED FIND
Drill down into part
Microsoft Dynamics CRM Overview of a chart to see the

underlying data. 2

Cases By Priority (Per Owner)
What does the case
load look like?

Pipeline by Sales Stage Leads by Source Campaign

OpenOpportuni
' N
-u o
':= o

Build Marketing List for Ampl... [ Software Pr...  Task Open Ken Malit HNormal

What's in the sales pipeline?

Next up: Nurture leads through the sales process
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Nurture leads through the sales process

You'll move your leads through a business process with standardized stages and steps,
collecting and inputting important data along the way as you get closer to sealing the
deal.

You complete a step by entering data or marking the step completed in the process bar
at the top of the screen. When all the steps are done, you can move on to the next stage.

In this example, the business process bar for new leads shows you the four stages
(Qualify, Develop, Propose, and Close), where you are in the process, and what to do
next, so there’s no guesswork.

Microsoft Dynamics CRM = Sales | v Leads | v Darren Parker | v

=+ new i DELETE 8 Quaury (O DISQUALIFY * [ ADD TO MARKETING LIST ~ $&ASSIGN € SHARE

Darren Parker = yoasouee | tag N
[Pamnpang o aoee S  Sacee |

clicl

Existing Contact? k to enter + Estimated Budget §2,013,100.00 Capture Summary click to enter
Existing Account? click to enter « Purchase Process Committee b

+ Purchase Timeframe This Year Identify Decision Maker mark complete

Next up: What if you're no longer working a lead?
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What if you're no longer working a lead?

Let's say you've been talking to a lead, and you determine that continuing to work the
lead wouldn’t be worth the time, at least not right now. Not great news, but it happens.

You'll need to disqualify the lead, and give the reason.

nﬁ Note

While you could delete the lead, doing that isn't recommended. Deletions can't
be undone, and deleting a lead also deletes any notes and documents
associated with the lead. Instead, disqualify the lead to preserve the history. In
addition, disqualifying the lead allows you to re-open the lead later if needed.

1. Open the lead.

2. On the command bar, choose Disqualify, and then select the reason.

Microsoft Dynamics CRM = Sales v leads v Darren Parker v
+ New [ DELeTE Y Quaury SO DISQUALIFY » (M ADD TO MARKETING LIST S8 ASSIGN € SH,
) Lost
LEAD ¥

Cannot Contact

1 - | Darren Pa No Longer Interested

) 3
Canceled

G
Qualify (Active) 8 Develop
Existing Contact? click to enter « Estimated Budget $2,013,100.00
Existing Account? click to enter « Purchase Process Committee
« Purchase Timeframe This Year Identify Decision Maker mark complete

Next up: What if you need to re-open a lead that you thought wasn't interested?
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What if you need to re-open a lead
that you thought wasn't interested?

Great news! A lead that you thought wasn't interested has contacted you, and it looks
like the person will buy after all. Assuming that you disqualified the lead (instead of
deleting), you'll be able to re-open it without re-entering all the old information.

1. On the list of activities, choose the down arrow and then select the
Closed Leads view.

Microsoft Dynamics CRM = Sales ~ leads

4 NEW I DELETE | v < EMAILALNK | * [P RUNREPORT~ [ ExpPC

+ (Closed Leads ~

System Views
#  AllLeads Topic
All leads in current fiscal year Interested in new toys

Czmpaign Leads Interested in online only stor
Closed Leads

Leads Being Followed h

Leads | Follow

Leads Opened Last Week

Leads Opened This Week

Leads: Influenced Deals That We Won
Leads: No campaign Activities Sent
Leads: Older Than 6 Months

My Connections

My Open Leads

Open Leads

Create Personal View

Save Filters as New View

Save Filters to Current View
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2. Choose the lead you want to re-open, and then choose Reactivate Lead.

Microsoft Dynamics CRM

Sales | v Lleads ~ Brian LaMee @~

=+ New T DELETE (€ REACTWVATELE}E 22 ASSIGN € SHARE e EMAILALINK Y FOLLOW

LEAC ™

Brian LaMee -

¥ cuny rce

v Existing Contact? Brian LaMee

v Estimated Budget $2,203,800.00

v Existing Account? + Purchase Process

Blue Yonder Airlines

Unknown
« Purchase Timeframe This Quarter

+ |dentify Decision Maker completed

Next up: Add stakeholders to an opportunity
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Add stakeholders to an opportunity

As you work on converting an opportunity into a closed sale, fill in fields with data as you
go, including adding key stakeholders and decision makers who can help you win the
business.

1. Open the opportunity.

2. In the Stakeholders section, choose the Add button <, and then select the person’s
name.

3. From the drop-down list, select the person’s role.

. _ CRM System
Microsoft Dynamics CRM | = sales | v  Opportunities | v  Needs to restock th... | v O @ EIEISEECEENeE & oo . &
+ NEWw R CLOSEASWON @ CLOSEASLOST [ RECALCULATE OPPORTUN.. $8ASSIGN e EMAILAUNK [ DELETE ==+ voa
OPPORTUNITY ¥
H Est. Close Date Est. Revenue Status Owner”
Needs to restock their supply of Product SKU... = e | wooum | mmops & Walyn
&
I T S S S T
Customer Need click to enter Identify Competitors mark complete

Proposed Selution
+ Identify Stakeholders

Summary N

Topic* Meeds to restock their supply of Product < © POSTS ACTIVITIES NOTES ONENOTE

Account Blue Yonder Airlines Enter post here sosr & Opportunity Contact

r Thi .
Purchase Timeframe is Quarter Both Autoposts User posts — .
Currency ™ US Dollar 5550135
q _ | Needs to restock their supply of Product SKU AX: will purchase 4725 . Business Phone

Budget Amount $425,000.00 '0 CRM System changed Probability from 80% to 80%. {, Mobile Phone

Purchase Process Committee On Needs to restock their supply of Product SKU AX; will purchase 4725's wall = Email brisn@blueyonderaifines.com
4/2/2015 12:14 AM

Description

Add to Forecast -

Forecast - First Name * Brian

»| STAKEHOLDERS +

Sales Stage Dev B2 Email brian@blueyonderairlines.com

Probabilty & Name 4 Role £, Mobile Phone

B company B Blue Yonder Airlines

Cusrent Stustion 85 Aidan Delaney Champion

- ‘i STAKEHOLDERS +
Decision Maker f’

. . P Name Role [}

Economic Buyer
End User BB Brian LaMee Stakeholder -
Influencer
Technical Buyer

Next up: Send a sales proposal or price quote
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Send a sales proposal or price quote

As you move the prospect through the sales cycle, you'll probably need to send a
detailed proposal that includes products and a price quote.

Because you may need to go back-and-forth with the prospect, the system keeps track
of the history for you.

1. Open the opportunity.

2. In the Product Line Items section, choose the Add button = and then select the
products. (Scroll down or choose the form navigation button to see the Product Line
Items section.)

3. In the Quotes section, choose the Add button = and then fill in the fields to create
the quote. (You may need to scroll down to see the Quotes section.) Then, on the
command bar, choose Activate Quote.

Microsoft Dynam'\cs CRM —] Sales | v Opportunities | v  Needs to restock th... | ~ @ @ E

4+ NEWw R CLOSEASWON (@ CLOSEASLOST [ RECALCULATE OPPORTUN.. éﬂASSIGN > EMAIL A LINK ﬁ DELETE

OPPORTUNITY = Navigate quickly
Needs to restock their supply of Product SKU... = around the form.
_Q“' Develop (Actve)
Customer Need click to enter +« ldentify Competitors completed
Proposed Solution click to ent
+ Identify Stakeholders completed

Product Line Items

Price List Basic Reseller
Revenue User Provided
+
Product Name Properties = Unit Price Per Unit Quantity Discount = Extended Amount Suggestions %
i B A Datum %200 Cameras and.. @ $200.00 1,890 $000 @ $378,000.00
i @ A Datum X136 Cameras and... @ $90.00 94500 | 5000 @ $85,050.00
i & A Datum X250 ras and.. @ $268.00 945.00 ! $0.00 @ $253.260.00
i @ A Datum X358 Cameras and... @ $90.00 840,00 5000 @ 584,600.00 Suggestions L}

Next up: Close an opportunity as won or lost
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Close an opportunity as won or lost

Eventually you'll know whether you've won or lost a deal. Then you'll need to close the
opportunity and enter a few details about the reason.

1. Open the opportunity.
2. On the command bar, choose Close As Won or Close As Lost.

3. Select the reason from the drop-down list, and enter a brief description of why.
Choose OK.

Microsoft Dynamics CRM = Sales | v Opportunities | v  Needs to restock th... | v

4+ NEw R CLOSEASWON © CLOSEASLOST [ RECALCULATE OPPORTUN.. SS8ASSIGN e EMAILALINK [ DE

OPPORTUNITY ¥

Needs to restock their supply of Product SKU...
©

Customer Need click to enter « Identify Competitors completed
Proposed Solution click to enter
« |dentify Stakeholders completed

Next section: Mainly for service reps

48



Mainly for service reps
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Find cases assigned to you

One of the first things you'll need to do when you start work each day is find the cases
assigned to you.

e Go to Service > Cases.

Microsoft Dynamics CRM | = senvice g8

My Work Customers Service Collateral Goals

@ Dashboards % Accounts E’i Cases Articles @ Goals
Activities Contacts Service CaleI%ar Contracts -b Goal Metrics
E Social Profiles [?|_jl Queues B Products Rollup Queries
Services

Sort the list by case priority

e To see High priority cases at the top of the list (and to know which cases to work on
first), choose Priority.

Microsoft Dynamics CRM = service | v Cases | v
4 NEWCASE ‘® PHONESUPPORT [ DELETE  ~ [ RUNREPORT~ [ EXPORTTOEXCEL | ~ i IMPORT DATA

+ Active Cases

v Case Title Case Number Priority QOrigin
@ Complete overhaul required CAS-01214-S6Z4Z6 High * Web
N Incorrect product information online CAS-01222-56G5J0 High Email
< Item defective on delivery CAS-01225-56T6T3 High Phone
@ Maintenance time information required CAS-01228-R4RELD High Web
& Need service feature question CAS-01232-57L0X4 High Phone
& Noise from product CAS-01233-K0Z1X1 High Phone

Next up: Identify the type of service a customer is entitled to
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[dentify the type of service a customer
s entitled to

While you're working on a case, you see all the details you need to know about the issue,
like who reported it, where the case originated, and whether the case has been escalated
to a manager.

In the Entitlement section, you can see the type of service a customer should receive
(for example, basic or premium), and how much service they have remaining.

Microsoft Dynamics CRM = Service | v Cases v  Customer n
+ new 4 CREATECHILDCASE  [JResowvecase [ cANCELCASE  r* APPLYROUTING RULE £, ADDTOQUEUE  [L QUEUE ITEM DETAILS ~ *=» [Ol -l
case v
: . Priority Status Owner*
Customer needs assistance with Large MP5 Pla... = 2 s | & Ve

omer * B Wide World Imp: v Determine Priority High
Address No Prod

 Phone +90-211-001-1234 o
E,/. Install the Contoso mobile phone app
1 To get setup for the Mobile App you'll also need to make sure that: Your mobile
phone is able to sccept the Contaso Mobile application or browse the intemet.
Modified on 4/14/2015 | f% 0/5 &
& RECENT CASES

o Software version
U See below for helpful information on your software version, Contoso offers a range You may
of onli

Product e to help you keep your computer up to date, Conteso Update
Status Case
et onénrs | 1 5.1 need to
DESCRITION e Reaves scroll down
Active Custom:
B Entitlement
¥ Entitlement
Entitlement Name Remaining Terms...  Status
—F
Case Volume Software Entitiement... 2.00 Active Cas
v
Fi & - Resolve By a- Escalated @ No Escalated On 8-
]

Next up: See how much time you have to resolve a case
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See how much time you have to
resolve a case

The countdown timer tells you how soon you need to respond to the customer’s issue,
and how much time you have to resolve the case and meet your service level
agreement goal.

CRM Syst
v— o ® =

 NEW 4 CREATECHIDCASE [JRESOLVECASE [ CANCELCASE [r® APPLYROUTNGRULE [}, ADDTOQUEUE [l QUEVEITEMDETAILS see L
CASE »
C t d H T t h I_ M P 5 P ‘ _ Pricrity Status Owner*
ustomer needs assistance wi arge d. = High In Progress 2 Veronica
")
Hentity (active) > Nest Stage
« Find Customer* & Wide World Impo + Determine Priority High Parent Case click to enter
Confirm Email Address No Product click to enter Add Description click to enter
Review Social Details Mo | Entitlement click to enter Activities Complete No
General o
CASE DETAILS POSTS ACTIVITIES KBRECORDS NOTES APPLICABLE SLA
Case Tite ™ Customer needs assistance with Large MP5 Playe Customer needs assistance with Large MPS Players M1650 o) tResponse Ne
Customer Effort - All articles - \Response . @ Oh 47m 525
Subject
. ) Relevance  ~ 2 Resporse By B S/2014 5113 PM
Customer B Wide World Importers
Service Level Gold m Print head blocking regularly - The print hea... esolve: < 20h12m Bs
ABS s extruded at 225°C while PLA is extruded between 180°C and 200°C. Our
Contact
oniac larger 3oc and 4xx series printers all have heated printing beds which operate at & oM 20
Origin Phone
Maodified on 4172015 | {3 0/5 &1 N
Entitiement - 8 cusToMER DETALS
Predicted Satisfacti - E[j Install the Contoso mabile phone app Wide Workd Importers
WebSite Duration - To get setup for the Mobile App you'll also need to make sure that: Your mobile & e
one ot phone is able to accept the Contoso Mobile application or browse the internet. < Phone
ase Category d
Date Created Medified on 4/14/2015 | Y 0/5 @1
8 RECENT CASES
Resolve By ~.~ Software version
Upsell Referral LU See below for helpful information on your software version. Contese offers a range
Product - of online services to help you keep your computer up to date. Contoso Update
Status Case Title
Modified on 4/172015 | {% 0/5 @1
DESCRIPTION Active Request for help...
. Active Customer needs...
v
FirstResponseBy @ Resolve By a- Escalated 8 No Escalated On a-
Active "

Next up: Keep track of every customer interaction with notes and other CRM activities
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Keep track of every customer interaction
with notes and other CRM activities

In Microsoft Dynamics CRM, you use activities to keep track of all your customer
communications. For example, you can take notes, send email, make phone calls, set up
appointments, and assign yourself tasks as you resolve a service case. These actions are
all considered types of activities.

While it's important for everyone in the organization to track all their customer
interactions by adding an activity for every email, phone call, task, or appointment, it's
especially important for the service team.

As salespeople and others work with a customer, they can look through the activity feed
and see the history of steps you've taken to resolve the customer’s issue.

Activities can be included in reports to track your ongoing progress and monitor how the
team is doing at meeting service level agreements.

1. Open the case.

2. Choose Activities to add a task or phone call to the record. Choose More (...) to add
an email or appointment. Or choose Notes, and then start typing.

Microsoft Dyna mics CRM = Sales | v Contacts | v Patrick Sands | v
+ NEw  [© DEACTIVATE &3 CONNECT | = [FMADD TOMARKETING LIST $SASSIGN & EMAILALINK X DELETE
CONTACT Choose Activities to add a call or task.
Patrick Sands -= Choose More (...) to send email or set
- -
an appointment. Or, choose Notes.
Summary
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
B Alpine Sk
~ | Add Ph Call Add Task | sss - AP
Full Name™ Patrick Sands Al I one e o p—r
4 Email
Titl Owi —
Job Title ner Customer not happy with tt [] Appointment compee | 71 | @ RECENT CAs!
Account Name & Alpine Ski House (sample) z Define and capture critical cust o he draft content with key pla...
l# cust_act Case Title
Email someone_k@example.com Modified by First name Last nz
N N . o Need help (s
Business Phone 555-0110 Patrick Sands A
Mobile Phone o ‘." Checked customer and product information. Created follow-up activities. Generated ema...
Fax - Completed by First name Last name 1/1/2015 7:08 PM
Preferred Method of ( Any Patrick Sands compete | a1 | &2
Address 7765 Sunsine Drive t" Check customer and product information. Create follow-up activities. Generate letter or..
Seattle, WA 11910 Modified by First name Last name 1/1/2015 7:08 PM
us.

Next up: Schedule a service appointment for a customer
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Schedule a service appointment
for a customer

Occasionally, you may need to schedule an appointment for a service technician to go
to a customer site to resolve an issue. Do this by adding an appointment activity to
the case.

Any time you schedule an appointment using a case’s activity feed, the appointment is
automatically included on the service calendar.

1. Open the case.

2. In Activities, choose More (...), and then choose Appointment. Fill in the fields, and
then choose Save.

Microsoft Dynamics CRM = Service |~ Cases | v Customer needs ass... | v O @ E

4 NEW 4, CREATE CHILD CASE [ RESOLVECASE [ CANCELCASE r* APPLY ROUTINGRULE [, ADD TOQUEUE [l QUEUE ITEM DETAILS

CASE™

C t d H t th L M P 5 P | Priority Status Owner*
ustomer needs assistance wi arge d... = High In Progress & Veronica
©
p Quity P Resch @ Rewbe |

+ Find Customer ™ B Wide World Imp: + Determine Priority High Parent Case click to enter

Confirm Email Address No Product click to enter Add Description click to enter

Review Social Details No Entitlement click to enter Activities Complete No
General
CASE DETAILS POSTS ACTIVITIES KB RECORDS NOTES Choose More (...) to

» All - | Add Phone Call  Add Task |aes hedul "
Case Title Customer needs assistance with Large MP5 Playe & Email schedauile a service
& Emai .

Customer Effort . _ {7 Appointment n appointment.

Subject - L3

Next up: Research solutions to a customer's issue
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Research solutions to a customer's issue

When you get to the research stage of the case resolution process, there are a couple
ways to investigate the best way to resolve a customer's issue.

1. Open the case.

2. On the process bar, choose Similar Cases to see the case history of similar cases.

Read through your team’s notes, to see if a similar approach will work for this case.

3. Or, on the process bar, choose Knowledge Base Articles, and then search for
an article.

Look Up Record

Enter your search criteria.

Look for |articie ™
Lookin Publisned Articles. .
Search | Search for records e}

HNumber & Subject Language Tite

KBA-D1004-M7P... Factory Designer  English(1033) Factory Designer Setup

KBA-01006-Y4G.. Product English(1033) CAD Software Update
KBA-01007-XBN... Product English(1033) Building Designer Notes

KBA-DI011-KSV... 3D Printers Englisn(1033) 3D Printer on my wirgiess Netw

< I >

1-50f 5 (1 selected) M 4 Pagel

HNew

Next up: Group or merge related cases
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Group or merge related cases

Occasionally, you may notice that there is more than one case that is related to the same
customer issue. There are a couple of ways to solve this.

You can merge the cases together into one case, to focus your efforts on one record.

Or, you can group the related cases together and track them under one primary case

(referred to as a parent case). For example, if you get several calls about a service outage

at a customer’s location, you can group all the cases about the calls under one primary

case for the service outage.

1. In the list of cases, select the cases that you want to merge or group.
2. On the command bar, choose one of following:

e Merge Cases, and then select the case that the other cases will be merged into.

Choose Merge —-OR-

e Associate Child Cases to group the cases, and then select the primary (parent)

case. Choose Set.

Microsoft Dynamics CRM = =

=+ NEWCASE ‘@ PHONE SUPPORT :f ASSOCIATE CHILD CASES = MERGE C‘-\SES% # EDIT T DELETE

e I‘v

ly Active Cases ¥

v

©

SO
M e 0 ®

Next up:

Case Title

Average order shipment time (sample)
Complete overhaul required (sample)
Contact information requested (sample)
Contact information required (sample)
Damaged during shipment {sample)
Defective item delivered (sample)

Faulty product catalog (sample)

Mark a case resolved

Case Number
CAS-00000-RE6REM7
CAS-00001-HOSSL4
CAS-00002-C6Y4G9
CAS-00003-F3V6ES4
CAS-00004-J6N8RS
CAS-00005-J6P5Y6

CAS-00007-PST4D6

Priority
Norma
High
Norma
Norma
Low
Low

Norma
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Mark a case resolved

You've taken the time to really understand your customer’s problem, you've researched
how other people on your team handled similar situations, and you found a solution that
helped your customer get back on track. Nice.

Now you're ready to mark the case resolved.
1. Open the case.

2. Make sure that all the activities associated with the case, and all required steps on
the process bar are completed.

3. On the command bar, choose Resolve Case, and then enter how the case was
resolved, a short description of what you did, and the amount of your time to charge
the customer for.

Microsoft Dynamics CRM = Service |~ Cases | v Customer needs

4 NEW £, CREATECHILD CASE [ RESOLVE CASE  [x CANCELCASE  r® APPLY ROUTING RULE L

aeE v

Customer needs assistance with Large N

r)

-/
ety e
+ Find Customer ™ & Wide World Impc + Determine Priority High
Confirm Email Address No Product click to enter
Review Social Details No Entitlement click to enter
Entitlement
Predicted Satisfacti - =~ Install the Cont
WebSite Duration - LU To get setup for
hone is able to
Case Category P
4 Note

The system automatically calculates the amount of time spent on phone
calls, email, tasks, and appointments (in other words, all the CRM activities),
and includes it in the Total Time field. You don't have to fill it in.

Next section: Make it yours

57



Make it yours
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Set some preferences

There are a few settings that affect how you work with Microsoft Dynamics CRM that you
might want to change.

e On the nav bar, choose the Settings button £ and then select Options.

CRM System
Fr Contoso

Options b

Print preview
See Welcome Screen
About

Privacy Statement

Next up: Set your home page
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Set your home page

You can set your default work area, and the default page that you see when you first sign
in to the system.

1. On the General tab, in the Default Pane drop-down list, select your work area.

2. In the Default Tab drop-down list, select the home page you want. You'll see this
page whenever you sign in, and whenever you choose the Home button B on the

nav bar.
Set Personal Options ?
Change the defadt display settings ta persoralize Micrasoft Dynamics CRM, and mansge your email templabes

Custlcands

Genersl | Activites | Formats | Emali Templates | Emell | Privacy  Langusges Artiities
Acecunts

Selich yousr home page 3 settings for Get Started panes Canischs ~
Sgeip Pealieg

Detuut Pone ] | o:'s.t 1 e —
senvice Caiengar [
Chosued o

St the numbser of redords shown per page in any lis of reccrds Artcies
(Coniiracts

Regercts Par Page 2 (] ——
Services
b

Select the default mode i Advanced Find ool Metrnes

) ) Rl Qe

Advarced Find Mode () Simgie () Detaied Beports
Aleris
(Calendar

St thee b Tone you ane in

Time Zone JGAT-DE:00) Pacific T [US & Canada) B

Select 3 defaull currency

Cunmangy r=|

Sapport high contrast settimgs

Setect this ootion I you are uskng the High Contrast seftings In your browser or opesst g sysbem

[ Enatte righ conean

Sttt difault COURFRIFBGION (o

oK Cancel

Next up: Set how many records you see in lists
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Set how many records you see in lists

You can control how many records you see in your lists of data. The minimum number of
records is 25. The maximum number is 250.

¢ On the General tab, in the Records Per Page drop-down list, select the number of
records you want to see in lists.

Set Personal Options ?

nange the default display setbngs to personalize Microsoft Dymamnics CRM, and manage your email beenplates

GérEny Adtivies Fanmits Eergil Temglaied Em Py Languaged
Select your home page and settings for Get Started panes ~

DefauR Fane Sales il Defausit Tab Dashboands ]

%et the rumber of records shown per page i any list of records

&
Select the dedault mosdg 100

150

Records. Per Fage

Adhanced Find o () Simpie () Detaled

Set the fime zome you 2@ in

Time Zore (GMAT -08:00) Paciic Time [US & Canada) st

Selet o default currency

Currery =l

Supget high cestrat setings
Select this option fyou are using the High Contrast settings in your broweser or operating system,

Erabie high contrast

Set the default counbryfregion code

Next up: Change the font size in your browser
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Change the font size in your browser

If you'd like the text to be larger to improve readability, increase the zoom value in your
web browser.

e With Internet Explorer, on the View menu, choose Zoom, and then select the
zoom value.

File Edit Favorites Tools Help
Toolbars »
Explorer bars >
Goto 3
Stop Esc
Refresh s |
<+ COPY A1INK = & EMAILALINK @~ [E RUN REPORT ~ ﬂa EXPOR
Zoom (175%) 4 Zoom in Ctrl +
Text size > Zoom out Ctrl -
Encoding > 400%
= Style » e
Caret browsing F7 250%
Source Ctrl+U 200%
Security report ©® 175%
v intemational website address 150% % Main Phone Address 1: City Address 1: Cour
Webpage privacy policy... 125%
Full screen F11 100% Ctrl+0 +3408581275 Gurgaon India
75%
Active Marketing 2 1-555-555-0104 Caracas Venezuela
Advanced Sales Components +3408581275 Auckland New Zealand
Affordable Sports Equipment +3408581275 Sofia Bulgaria
Amazina Calac 1 CCC CCC N107 Dichmand 1LICA

Next up: Change your photo for the activity feed
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Change your photo for the activity feed

If you're not happy with the photo that Microsoft Dynamics CRM shows for you (or if you
see a gray box), change it. The new photo will show up in other people’s activity feeds
when they receive updates about your work with customers, or when you post a
comment.

1. Point to View your user information at the bottom of the screen to see a link, and
then choose the link.

Set Personal Options

Change the default display settings to personalize Microsoft Dynamics CRM, and manage your email templates.
Genera Activities Formats Email Templates Emai Privacy Languages

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

Records Per Page 25 ﬂ

Select the default mode in Advanced Find

Advanced Find Mode . Simple (_) Detailed

Set the time zone you are in

Time Zone GMT-08:00) Pacific Time (US & Canada) v
Select a default currency
Currency @

Support high contrast settings

Select this option if you are using the High Contrast settings in your browser

Q

r operating system.

[ Enable high contrast

Set the default country/region code

[] Enable country/region code prefixing Country/Region Code Prefix [

View your user information

R Point to user information to
see the link, and then click it.

oK Cancel

2. Choose the photo, browse to and choose the new one, and then choose OK.

CRM System

Microsoft Dynamics CRM = = cRMSystem | v O @ £ F conoso . Lo

33 CONNECT | ~ &, APPROVEEMAIL T REJECT EMAIL ES,REASSIGN RECORDS & MANAGE ROLES &% JOINTEAMS 2 CHANGE BUSINESS UNIT

UsER

L}CRI\/I System -=

Choose the box to change the photo.

Last one: In conclusion
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INn conclusion

Okay, now you've covered the basics, and you're ready to get to work turning your
customers into lifelong fans of your products and services. We wish you the best!

Find more answers and training online

To find more eBooks, videos, and other great content to help you get the most out of
Microsoft Dynamics CRM, check out the CRM Help & Training website
(www.CRMCustomerCenter.com) from a connected computer, tablet, or phone.

& Talk to us

Is this the kind of guide you'd like to see more of? We'd love to know what
helps you, or what doesn’'t work so well. Please take a minute to send us a
quick note. We'll use your feedback to improve our content.
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