Microsoft MBS CRM Flash Demo Script

Structure

The CRM Flash Demo consists of six modules.
· Section 1: Overview

· Section 2: Sales

· Section 3: Marketing Campaigns

· Section 4: Customer Service

· Section 5: Administration and Customization

· Section 6: Reporting and Business Intelligence
To launch the demo, click on the .exe file to run the demo full screen.

For best resolution – the screen should be set to 1024 x 768
Navigation

The demo will pause at set points in each process. While the demo is running, use the space bar to pause at any time.  

When the demo pauses in a section, or when you have paused it using the space bar, the Outlook envelope icon will display in the bottom right-hand corner of the screen (system tray). To restart after a pause, use the P key to play.
The demo begins by showing the Windows desktop, from where it launches Outlook. From this point, you can navigate to anywhere in the demo from the “home” screen: the CRM folder view in Outlook.

To move around within the demo, use the folders in the Outlook CRM view (home) as follows:

· Section 1 Overview: click on the CRM folder

· Section 2 Sales: click on the Sales folder

· Section 3: Marketing Campaigns: click on the Marketing folder

· Section 4: Customer Service: click on the Customer Service folder

· Section 5: Administration and Customization: click on the Internet Explorer CRM task in the task bar

· Section 6: Reporting and Business Intelligence: click on the Workplace folder

To review prior steps within a section, use the left arrow ((). You can rewind within through each step in a section to the start point of that section only.

To skip ahead within a section, use the right arrow ((). You can go forward within a section to the end of that section, and then it will return to the beginning.

Presenting the demo

The following script contains section headers and a two-column table.  Column one describes the demo and column two contains talking points to suggest how to discuss the feature shown.

Section One:  Introduction/Overview
To begin this section of the demo, click on the CRM folder from the left column.
In this section we will highlight the native Outlook experience demonstrating the natural usability of CRM from within the Outlook client.  
	Section
	Demo shows
	Talking points

	Outlook integration
	Open Outlook from desktop view (it will be minimized at bottom of screen)
	We are pleased to share with you a preview of the next release of Microsoft CRM 3.0 – scheduled for release in the 4th quarter of this year.  
Microsoft’s approach to CRM is to ensure that it is designed around the user, organization, and technology infrastructure.  We focus on three core principles:

· Works the way you work

· Works the way your business does

· Works the way IT wants it to

Let’s start with the first focus.  A key reason why CRM solutions fail is due to lack of user adoption.  Learning a new application can be challenging enough – let alone having to change your users’ work patterns to switch between applications.  

	CRM integration in Outlook
	CRM extensions to Outlook – highlighted here via the CRM drop down menu 
	Microsoft CRM ensures that your users will be up to speed quickly and helps ensure user adoption by integrating with tools your users already know and use.  Microsoft CRM provides a truly native Outlook experience.

	Data subscriptions for taking CRM offline
	Selects Local Data option, Manage Data Groups window
	We further build upon the native Outlook experience by enabling users the flexibility to select how and where they want to work – here we can select the specific information we work with on a regular basis.

	Synchronizing data

	Selects Go Offline, shows synchronization window
	And synchronize this data for offline use – which is perfect for mobile and traveling users.  I can continue to work on this information when not connected to the network – and it will automatically synchronize any changes that have been made next time I connect back up.


	
	
	


Section Two:  Sales

Launch this section by clicking on the Sales folder from the left column.
This section shows the sales information tracked in CRM by walking through a customer interaction via e-mail.

	Section
	Demo shows
	Talking points

	
	
	Let’s take a quick look at Microsoft CRM’s sales management features.

	Intro to Sales data 
	Shows screens for Accounts, Opportunities, Leads
	From within Outlook – I navigate down to the sales folder – and you’ll see here that we have folders that help me track where my customers are in the sales process –from leads to opportunities to active accounts.

	E-mail integration
	Goes to Outlook Inbox, selects mail and associates it with a customer record
	For the majority of us – e-mail is a key communications tool we use to stay in touch with customers and share information and activity with colleagues.  Chances are high that a lot of your interactions and account and sales activity resides right within your users’ inboxes.  

To help users seamlessly manage sales activity that occurs through e-mail – we deliver a solution that is integrated with the inbox.  While e-mail is a great communications tool, it can also become quickly overwhelming – especially as volumes increase.  Keeping track of sales and customer related communications is a key advantage that CRM can provide.  

Here we’ve received an e-mail from Greg, one of our clients.  Greg would like to discuss renewal of their sales contract with us.  Since Greg is an existing customer, CRM automatically ties in a link to their account record – allowing me to easily track and tie this communication in the account activity and history.  .

	Book a follow-up appointment
	Opens Help and assistance pane, schedules appointment; shows confirmation via auto response
	In this case – Greg is asking for a meeting.  I will go and update the account record and schedule the meeting.  You’ll notice how this can all be done within the familiar Outlook interface.


	Coordination with Outlook calendar
	Show appointment in calendar with access to CRM data
	Several things have occurred:  
1) the appointment has been added to my calendar

2) the account history has been updated

3) the system has prompted me to generate a confirmation e-mail to Greg about this appointment.

	Show sale confirmed in customer history
	Opens account history window; selects appointment; shows confirmation e-mail 
	In summary - you can see, managing sales and account activity is a much more natural extension of how I, as a user work.  The native Outlook experience means that my CRM activities – in this case sales management, live where I work most often – and tie to the communications tools I rely upon frequently.


Section Three:  Marketing Campaigns

Launch this section by clicking on the Marketing folder from the left column.
This section creates a mini-campaign using a direct e-mail template.

	Section
	Demo shows
	Talking points

	Intro Marketing
	Goes to Inbox
	Works the way your business does:

CRM is not just about managing sales and customers, but it is also about integrating communications and initiatives aimed at customers.  Marketing is a key activity used to drive awareness, sales, and/or target information to key groups of customers.   

	Create a Quick (Mini) Campaign for direct e-mail
	Opens Contacts; selects a mini-campaign; opens wizard;
	To help you more easily deliver targeted campaigns we have a variety of tools built into Microsoft CRM just for this purpose.  
One such tool is what we call, Quick Campaigns.  Quick Campaigns enable you to run targeted communications to groups or sets of customers based on criteria that you define.  For example, you might have surplus inventory of a particular item – that you would like to move quickly before the end of the quarter.  

Unlike a centrally planned and managed marketing campaign such as an advertisement – Quick Campaigns are designed to be more end user driven.  So your sales reps could run these campaigns with their customers – quickly and also track the results.  

	
	Selects campaign preferences
	In this example – I want to send a quick e-mail to my contacts letting them know about an upcoming event that I’m planning for my customers.
To do this - I’ll select Quick Campaign from within my contacts list… I want this to go to all my contacts 

	
	Creates campaign; completes wizard
	CRM is now generating this campaign for me but needs to gather some information first.

Select e-mail – and you’ll note here – that I can assign this activity to myself or to others – for example if there were follow up required for this activity – I could assign it to another user or group of users (such as telesales) for follow up.

Quick campaigns can leverage existing or custom built templates – and in this case – since it is a direct e-mail, I am going to use a pre-existing template I had created

  

	
	Closes wizard
	

	Show opt out spam filter feature

	Selects new contact; opens admin settings; selects e-mail opt-out preferences
	I’m sure for many of you, when I said that this was an end user designed feature – it immediately sent up some red flags.  I don’t want others to be contacting my accounts, or you are picturing a communication frenzy.  

We understand this – and have built in powerful customer communications management tools – to ensure that your customers are handled the way they prefer in spite of your users best attempts to get around this.  

Anti-spam features allow you to manage how you communicate with customers – and are rules that apply across the board.  So in the case of Aaron Adams, he had already identified that he does not want to be on our mass e-mailings.  And thus would not receive the bulk e-mail campaign that we just created.



	Show collected response
	Opens campaign; shows collected response to campaign in CRM
	Once you have created your mini-campaign – you can no go in and track to see how it is doing.. I can even check to make sure that Aaron Adams was excluded from this mailing.
In summary – we have shown you:

· How integrated tools such as quick campaigns can help you more effectively target customers quickly 

· How you can manage communications preferences to ensure you honor customer preferences

· By integrating these tools in a way that are easy to use and manage – MS CRM works the way your business does.


Section Four:  Customer Service

To launch this section, click on the Customer Service folder in the left column.

The goal of this section is to demonstrate support and features that help organizations build deeper relationships with their customers and deliver a consistent, quality customer experience. 
	Section
	Demo shows
	Talking points

	Works the way your business does.

Works the way you do.


	
	Providing a consistent customer service experience is key to building deeper, long lasting relationships with customers.  Microsoft CRM is designed to enable users to quickly respond to and close customer service issues.  

	Managing customer service issues – quickly and easily.
	Opens e-mail from Inbox; attach e-mail to CRM case; show case history; open KB article 
	The native outlook experience ensures that nothing slips through the cracks.  Unlike other CRM solutions that maintain a separate e-mail infrastructure – requiring users to jump back and forth between two different mailboxes.  
Here – I’ve received notice that a customer has received the wrong name printed on their checks.  We can open the customer record – and view details about this account..  I see here that Paul is one of our high networth clients – which means he receives private financial management service.  

This is something that one of our financial account services representatives should attend to personally. 

	
	Schedule service activity with Form Assistant
	I can schedule this service appointment from within the customer service ticket using 
CRM’s Service Scheduling feature.   This tool helps organizations manage service and scheduling requirements when working with customers – and ensures you are able to identify and secure the appropriate resource for the job at hand.  


	
	Show automated e-mail confirmation of appointment
	Once I have booked this appointment in CRM – I am prompted to send a confirmation e-mail (or letter, fax, other) to the customer to let them know we will be sending Nicole to personally deliver the replacement checks.
With features built to automate and more consistently manage customer interactions – Microsoft CRM helps complement the way your organization works.

	
	
	To summarize – we have shown you:
· How the native Outlook experience allows you to more effectively and efficiently manage customers service issues

· How CRM allows you track and create a complete customer service history

· How Service Scheduling allows you to manage and schedule resources to ensure customer service issues are addressed promptly and without fail




Section Five:  Section 5: Administration and Customization


Launch this section from the Internet Explorer task in the task bar. This section is shown using the Web view of CRM.
Works the way your business does.
	Section
	Demo shows
	Talking points

	
	
	No two business are alike – regardless of the industry.  So it’s not realistic to believe that one solution fits all when it comes to customer relationship management.  
That’s why we designed Microsoft CRM to be easily customizable so that the solution can be tailored to meet the unique needs of your business.  Rather than trying to fit an organizations business requirements to fit CRM – Microsoft CRM is designed to work the way your business does.

Let me show you an example of what I mean by this.  

	Designed to customizable to meet the unique needs of your business.


	Opens Customization; Customize entities; create new entity; save to CRM
	As you know by now, CRM stands for Customer Relationship Management.  Well – think about the definition of customer – if you deal in services chances are high your customers are people, if you deal in real estate – your customers can be people – but also objects such as houses or buildings.  

Managing houses is different than managing people – so to think it would be practical to manage both without tailoring this to the specific requirements is not a complete solution.  

With Microsoft CRM – I can create custom entities – so that organizations can create their own definition of customers and the associated characteristics around each.  
Here I am setting up a new entity called, Residential Mortgages as I want to track mortgage accounts that are being opened.  I can complete specific details around this “customer” type – and also add and define my own if needed.

Once created – this is done and in the system and available to my users.

Managing different customer (information) types is one issue.  Ensuring safe and secure access to those data sets is another.  

	
	
	Microsoft CRM is built on industry proven technology, including Microsoft Windows Server 2003 and Microsoft SQL Server.  This means that your data and access to your data is safe and secure.
By building upon Active Directory – we are able to create roles for users that determines what information they are able to see and access.  For example – the information that a business or department manager needs to see vs. a customer service representative are likely to be quite different.  

CRM creates custom views displaying only the information that is appropriate for that user’s role.  

	Shows easy customization of views by employee role

	Opens Settings; Business Unit Settings; Security; opens CEO role 
	Let me show you an example of this.

	
	Change view settings for CEO role; save
	Here we have the role settings for our CEO – you’ll notice I can change the levels of access to any one of these items.

	
	Open CSR role; change view settings
	Contrast that with the information that a customer service representative might require.

	
	Show comparison of two views of CRM
	Here is a top level cross section comparing the two.  
This also allows users (based on their role) to see only what is pertinent to their daily job functions – thus allowing users to focus on learning the tools they rely on day to day to accomplish their daily work.

In summary we have shown you:

· An example of how you can tailor Microsoft CRM quickly and easily to meet the unique needs of your business

· How you can manage users and user access to the various customer and sales data in your organization to ensure greater security of your data – and to deliver more targeted information to the users that need this


Section Six: Reporting and Business Intelligence

To launch this section, click on the Workplace folder from the left column.

Reporting and business intelligence – allows business to make faster, better informed decisions.
	Section
	Demo shows
	Talking points

	
	
	CRM allows organizations to collect a great deal of information about their accounts, relationships, and trends amongst those accounts.  
One of the great benefits of Microsoft CRM is the tight integration with Microsoft Office.  This means more power in the hands of users to take that data and use it to make better, more informed decisions about trends within your business.

	integration with Office – allows users to more effectively manage data and analyze trends
	Open a Sales opportunity; select Excel; 
	unlike other solutions, Microsoft CRM allows users to create their own reports using live, realtime information from the CRM database.  Let’s show how easy it is to create a sales opportunity report.
I simply select export to Excel – from within Opportunities – and see that I can select which fields to include.  From there I simply drag and drop the data fields that I would like to see featured.

	
	Selects report preferences
	

	
	Export to live pivot table in Excel; build a pivot table; 
	

	
	Convert to pivot chart
	And now that I have this data within Excel – I can do all sorts of things with it – including taking different views on this data, running forecasts, and “what if” scenarios.
In summary – we have shown you:

How the tight integration with Microsoft Office allows users to have quick, real time access to your customer data – to help users make better, more informed decisions.


