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Introduction
In today’s businesses, e-mail is a core method of communication with customers. Microsoft Dynamics™ CRM 3.0 maintains a full record of customer interaction by keeping, tracking, and associating e-mail activities with customer records. To facilitate this tracking, Microsoft CRM offers direct e-mail integration for incoming and outgoing mail. Much of this functionality is dependent on e-mail being available through the Microsoft® messaging server, Microsoft Exchange Server. However, some Microsoft CRM customers do not have Microsoft Exchange Server currently installed in their organization. Instead, they use products such as IBM Lotus Notes or outsource their e-mail.

This document gives an overview of how Microsoft CRM e-mail integration works using Microsoft Exchange Server, and then addresses the options available to customers who are not using Exchange.

To enable integration with e-mail, Microsoft CRM provides components that link Microsoft CRM and Microsoft Exchange. Currently, no components are available that link Microsoft CRM to non-Microsoft Exchange e-mail systems. There are many options that enable some level of e-mail support for Microsoft CRM, but these require additional investment or feature deprecation.

The support of non-Exchange server e-mail systems, especially various types of outsourced or hosted e-mail, is being evaluated for the future.

E-mail Integration Overview

E-mail integration in Microsoft CRM includes the following areas:

· Incoming Mail Integration – Automatic

Automatically monitors incoming mail and creates Microsoft CRM-relevant messages as activity records.

· Incoming Mail Integration – Manual

Enables a user to manually select a received e-mail message and have it copied to Microsoft CRM as an activity record. (This is frequently referred to as message promotion.)

· Outgoing mail from Microsoft CRM 

Generates outgoing e-mail within the Microsoft CRM application, either by manually using the e-mail form, using bulk mail, or from a workflow process.

· Outgoing Microsoft CRM mail from Outlook

Enables a user to have outgoing Outlook mail copied to Microsoft CRM as an activity record.

The following chart shows the system components required for each of the areas listed above.

	
	Microsoft Exchange Server
	Microsoft CRM-Exchange E-mail Router
(Installed on a server running Exchange)
	Microsoft Office Outlook with Microsoft CRM 3.0 client for Microsoft Office Outlook
	SMTP Server

	Incoming Mail Integration – Automatic
	Required
	Required
	
	

	Incoming Mail Integration - Manual
	Required
	
	Required
	

	Outgoing Mail from Microsoft CRM
	
	
	
	Required

	Outgoing Microsoft CRM Mail from Outlook
	Required
	
	Required
	


Incoming Mail Integration - Automatic

Microsoft CRM monitors incoming e-mail and automatically creates records for relevant e-mail messages. To enable this function, e-mail must be forwarded from Microsoft CRM user mailboxes to a dedicated Microsoft CRM mailbox, which is then monitored by the Microsoft CRM-Exchange E-mail Router (the Router). The Router then copies the messages to the Microsoft CRM.

Sink Mailbox and E-mail Router

On a convenient server running Exchange, a mailbox (the “sink mailbox”) must be created for the Microsoft CRM implementation. The Router must also be installed on this server. The Router supports Microsoft Exchange Server 2000 and Exchange Server 2003 and uses CDOEX to access messages.

The Router processes messages that are delivered to this mailbox. For each message, the Router provides a limited set of details to Microsoft CRM. Based on the incoming mail settings of the server running Microsoft CRM, the Router is then notified whether or not that message should be created as an e-mail activity record in Microsoft CRM. If so, the Router then provides the server running Microsoft CRM with the full message details and a record is created. Processed messages are then deleted from the mailbox, and messages that could not be processed are moved to an Undeliverable folder in the mailbox.

A single server running Exchange and the Router may support multiple pairs of sink mailboxes and Microsoft CRM implementations.

Mail Forwarding

Messages are forwarded to the sink mailbox from the Microsoft CRM user’s mailboxes. Messages may be manually forwarded by a user, but they must be forwarded as attachments, instead of as an inline message, which is the usual forwarding behavior. This enables message header information to be retained. However, typically a rule is created in the user’s mailbox that automatically forwards all the user’s mail (as attachments) to the sink mailbox. Microsoft CRM provides a tool, the Rule Deployment Wizard, that facilitates deployment of this rule to Microsoft CRM users. The rule can also be created or imported manually.
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Figure 1. Incoming e-mail processing using Microsoft CRM Forwarding Rule and E-mail Router service

Incoming Mail Integration – Manual

The Microsoft CRM client for Outlook provides an additional method for propagating incoming e-mail to Microsoft CRM through the process called message promotion. When it is installed on Microsoft Outlook, the Microsoft CRM client for Outlook lets you manually select a message from the inbox and then click Track in CRM. This causes the message to be created as an activity record in Microsoft CRM. This is frequently used for messages that were not propagated automatically to Microsoft CRM by the Router.

Outgoing Mail from Microsoft CRM

Microsoft CRM uses a convenient SMTP server to send outgoing e-mail from the server running Microsoft CRM. This includes e-mail sent using the Microsoft CRM Web e-mail form, bulk e-mail, or e-mail sent by workflow processes. The outgoing e-mail process does not require Exchange; it can use the SMTP server provided by the Microsoft Windows operating system.

Outgoing Mail from Outlook

E-mail from the regular Outlook e-mail form is sent out by the typical outgoing e-mail path used by Outlook (usually from Outlook to Exchange and out of the organization). This is not dependent on Exchange Server. Outgoing e-mail sent from Outlook can be copied into Microsoft CRM by clicking Track in CRM. This can be done either before or after the message is sent.

Options for non-Exchange Server configurations

The following chart shows the options available when Microsoft Exchange Server is not used.

	Option
	Incoming e-mail integration - automatic
	Incoming e-mail - manual
	Outgoing e-mail from Microsoft CRM (Web form, bulk, workflow)
	Outgoing Microsoft CRM
e-mail from Outlook (Outlook e-mail form)

	1.
Using Microsoft CRM without 
e-mail integration

(unlikely scenario)
	N/A
	Manual creation of e-mail by user (cut and paste e-mail details or attach e-mail file to the activity record)
	N/A
	N/A

	2.
Outgoing
e-mail Integration only
	N/A
	Manual creation of e-mail by user (cut and paste
e-mail details or attach e-mail file to the activity record)
	SMTP Outgoing
	N/A

	3.
Using a dedicated server running Exchange for only Microsoft CRM e-mail activities.
	Dedicated server running Exchange with Microsoft CRM-Exchange E-mail Router
	As above if required
	SMTP Outgoing
	N/A

	4.
Custom development of an incoming 
-mail connector
	Custom e-mail integration component (developed or purchased from vendor)
	As above if required
	SMTP Outgoing
	N/A

	5.
Using the Microsoft CRM client for Outlook without Exchange (unsupported)
	One of above, if required
	Microsoft CRM client for Outlook message promotion
	SMTP Outgoing
	Microsoft CRM client for Outlook - based


Option 1: Using Microsoft CRM without any e-mail integration 

E-mail integration with Microsoft CRM is a valuable but optional feature. Microsoft CRM can be used successfully without any integration with e-mail systems. Incoming mail will not be automatically created in Microsoft CRM, nor should actions be taken that will generate outgoing mail from the system. However, e-mail communication with customers can be tracked through manual methods, similar to tracking letters or telephone calls.

When relevant e-mail messages are sent or received through a disconnected e-mail system, a manual process enables e-mail communication with a customer to be tracked in Microsoft CRM. The Microsoft CRM user must do the following:

1. Create an e-mail record in Microsoft CRM.

2. Link the record to the correct contacts.

3. Record appropriate data about the message.

The Microsoft CRM user can also attach a copy of the e-mail, as a file, to the record.

Microsoft CRM setup requires an outgoing SMTP server to be specified. Therefore, asymmetrical e-mail integration where only outgoing e-mail is enabled is more likely and is addressed below. 

Option 2: Outgoing E-mail Integration only

Outgoing mail integration in Microsoft CRM does not require Microsoft Exchange, and can use SMTP functionality in the Windows Server operating system or a third-party SMTP solution. This can be enabled for any configuration, including where a custom incoming solution has been created or where manual incoming e-mail creation will be adopted.

Because of the extensibility capabilities of Microsoft CRM, a custom outgoing e-mail system using the PreSend call-out could be implemented, but the existing SMTP solution is recommended.

Details of Microsoft CRM extensibility can be found in the Microsoft CRM 3.0 SDK.

This can be combined with manual incoming e-mail creation as described above.

Option 3: Dedicated Exchange server 

Many Microsoft CRM customers who have complex e-mail topologies or requirements have chosen to use a dedicated server running Microsoft Exchange to support the Microsoft CRM-Exchange E-mail Router. The flexibility of Microsoft CRM’s message forwarding based solution means that the “CRM” e-mail server can be placed and managed wherever it is convenient.

Customers who do not use Exchange for their primary e-mail processing may want to consider this solution. A server running Exchange can be installed inside the organization to support Microsoft CRM. On this server, a sink mailbox is created, and the Router is installed and configured. Depending on the e-mail solution, customers may be able to create auto-forwarding rules that mimic the rules deployed by the Microsoft CRM Rule Deployment Wizard. Alternatively, users may be instructed on how to manually forward Microsoft CRM-relevant messages as attachments to the sink mailbox. As long as the existing mail solution supports the ability to forward e-mail messages as attachments, the Router should be able to access and process messages as soon as they arrive in the sink mailbox.
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Figure 2. Forwarding from a non-Exchange e-mail server to a dedicated server running Exchange for incoming processing

For customers using Windows Small Business Server 2003, Exchange Server is included and is convenient to be used this way.

Lotus Notes Connector for Exchange Server

For those who use Lotus Notes and still want to track e-mail activities in Microsoft CRM, Microsoft Exchange Server provides a Lotus Notes Connector that can be used to synchronize e-mail store data to Exchange. The Router and Microsoft CRM Rule Deployment Wizard are then deployed normally.

Note    The Lotus Notes Connector for Exchange Server 2000 will not send messages in HTML format.

Option 4: Custom development of an incoming mail connector

Microsoft CRM is very extensible, and provides many Web services that enable custom creation of an e-mail integration solution. As an example, Avanade (www.avanade.com) and Alba Spectrum Technologies (www.albaspectrum.com) have each developed a custom solution that provides integration between Microsoft CRM and Lotus Notes.  Solutions for particular integration requirements may be available from independent software vendors (ISVs) for purchase, or custom development may be required.

Building a Custom Router using CheckIncoming/DeliverIncoming

The Microsoft CRM-Exchange E-mail Router uses two Microsoft CRM classes to process e-mail messages in the sink mailbox. The first, CheckIncomingEmailRequest, sends a basic set of details about a message to the server running Microsoft CRM. Based on this information and the incoming mail settings of the system/recipients, a response is returned through CheckIncomingEmailResponse that indicates if the record should be created in Microsoft CRM as an e-mail record. The second class, DeliverIncomingEmailRequest, sends all required information about the message to Microsoft CRM and creates the e-mail record. All appropriate field populations, record relationships, and so on, are taken care of automatically.

These two classes are documented in the Microsoft CRM 3.0 SDK and they can be used by developers. Using these interfaces, a custom router can be implemented for a particular e-mail system to enable automatic incoming e-mail integration with Microsoft CRM.

Details of Microsoft CRM extensibility can also be found in the Microsoft CRM 3.0 SDK.

Other Injection Methods 

The CheckIncoming/DeliverIncoming APIs encapsulate an extensive set of functionality around e-mail record identification, correlation, creation, and linking. If a solution developer wants more control over the e-mail record creation process, there is the option to directly create the e-mail record by creating an instance of the email class.

Option 5: Microsoft CRM client for Outlook without Exchange 

The Microsoft CRM client for Outlook enables another method for creating incoming e-mail messages as records in Microsoft CRM by using its Track in CRM functionality. A user can select a message in the inbox and manually promote it to Microsoft CRM with a button click. When combined with the regular outgoing mail solution in Outlook and with SMTP-based outgoing e-mail for Microsoft CRM Web form, bulk and workflow e-mail, this provides a complete e-mail integration solution without requiring installation and use of the Microsoft CRM-Exchange E-mail Router.

This option is typically only valid for those customers who prefer to avoid any installations into their Exchange topology. The only comprehensively tested (and therefore the only supported) configuration of the Microsoft CRM client for Outlook is when it is installed on Microsoft Outlook with Microsoft Exchange Server as the messaging server.

The Microsoft CRM client for Outlook was designed to interact with Microsoft Outlook and does not specifically rely on Microsoft Exchange Server. Some testing has been done using the Microsoft CRM client for Outlook with other e-mail systems. For example, a base-level Hotmail account cannot be used because of restrictions writing back to the Hotmail store. A Hotmail Plus account, when combined with the MSN Outlook Connector component, does seem to work. In addition, using the Microsoft CRM client for Outlook with a POP3 server seems to enable sending and receiving e-mail (although synchronization of Microsoft CRM with Outlook and Address Book Provider are not available). None of these options or using any other type of mail server has been comprehensively tested, and therefore are not supported by Microsoft. Any usage of the Microsoft CRM client for Outlook with a server that is not running Exchange should be done with this risk in mind and should be completely tested before adoption. 
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