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Microsoft Business Solutions CRM (Microsoft CRM)

What is Microsoft CRM?

Microsoft CRM is a comprehensive solution that can help organizations increase sales, provide improved customer service, forecast sales and analyze performance. Accessible through Microsoft® Outlook® and the Worldwide Web, Microsoft CRM offers a scaleable architecture that integrates with Microsoft Office; Microsoft Business Solutions financial management applications; third party software and an organization’s own Web sites.

Integrated sales and customer service modules allow for shared access of customer information across teams. Automated processes reduce time consuming tasks and provide tools needed for more efficient sales processes while delivering consistent customer service. 

Microsoft CRM Comprehensive Sales Functionality

Microsoft CRM provides extensive functionality for enhanced sales management.

Microsoft Outlook Integration

Powerful synchronization with Microsoft Outlook provides online or offline access to full sales functionality. Microsoft CRM contacts, appointments, tasks and email applications are integrated with Microsoft Outlook.

Lead Management

Information on prospective customers can be qualified and then assigned to appropriate salespersons.

Lead Routing

Leads can be entered into Microsoft CRM from Web sites, marketing lists, card scanners or other sources and are then automatically routed to the appropriate salesperson based on clearly defined rules.

Opportunity Management

Salespersons can convert qualified leads into opportunities without re-entering data and then track the opportunity throughout the sales cycle.

Sale Process Management

Sales opportunities can be tracked and closed in a consistent manor through defined workflow rules that automate the sales process.

Product Catalog Creation

A full-featured product catalog includes support for multiple pricing levels, units of measurement, discounts and pricing options. Most options available in the Microsoft Business Solutions for Financial Management are supported.

Order Management

Quotes can be converted to orders and then invoices and be saved until ready for submission to customers. If integrated with a financial application, invoices are automatically published into Microsoft CRM from that application.
Quota Management

Performance can be measured against goals. Opportunities are closed in Microsoft CRM and then credited to an assigned salespersons quota.

Reports

View, sort and filter reports to help identify trends, measure and forecast sales activity, track sales processes and evaluate business performance.

Sales Literature Creation

Sales literature can be created, managed and distributed through a searchable library.

Competitor Tracking

Information on competitors such as activity by product, region or other criteria can be maintained in a library and associated with opportunities and sales literature.

Workflow Rules

Workflow rules automate leads routing, notifications and escalations while improving the process of generating and sending auto-response emails to customers.

Correspondence and Mail Merge

Customizable templates reduce the time to create and send email to prospects and customers. Print communication material can also be created and sent to targeted audiences when using the mail merge feature of Microsoft Word.

Microsoft CRM Customer Service Functionality

Microsoft CRM helps organizations effectively manage all key areas of customer service.

Case Management

Customer service requests and other communications can be assigned and managed from initial contact through to resolution.

Service Requests

Incoming support inquiries from Web sites or email are automatically associated with the appropriate case. Queued cases and emails are placed in a waiting area and accessible to individuals or teams. Cases are prioritized based on clearly defined rules.

Searchable Knowledgebase

A Searchable knowledgebase can include relevant information to solve common issues. Built-in review process helps to ensure that the relevant information is current and complete.

Contact Management

The ability to create and maintain service contracts helps ensure accurate billing for support incidents.

Email Management

Email communications with customers are maintained with automated tracking of messages and are associated with the appropriate customer records. Customizable templates and workflow rules allow for an automated response process.
Product Catalog Creation

A full-featured product catalog includes support for multiple pricing levels, units of measurement, discounts and pricing options. Most options available in the Microsoft Business Solutions for Financial Management are supported.

Reports

Reporting tools help identify common support issues, evaluate customer needs and tack service processes to improve service performance.

Integration with Microsoft Business Solutions

Microsoft CRM integrates with Microsoft Business Solutions for Financial Management allowing for key data mapping of accounts, contacts, product catalogs, orders, price lists and invoices.

Microsoft CRM Licensing Model

Microsoft CRM acquired through a Microsoft Volume Licensing program is available in a Module/User model. This model, while similar to other Microsoft Servers software known as Server/CAL, but has some variances from the Server/CAL model. All Microsoft CRM acquisitions include Software Assurance including acquisitions through a retail partner. Refer to the Microsoft Product List for acquisition details through the volume licensing programs.

Licensing Model Comparison

The Server/CAL model has two editions, standard and enterprise, associated with the server software. CALs (client access licenses) do not have editions associated with them and are acquired for each user or device accessing the functionality of the server.

The Module/User model requires a module to be acquired and deployed on a server. The modules are not associated with specific editions, but rather the functionality of the software is on the individual devices accessing the module. Modules are available for the Sales component, Customer Service component and the Suite that combines the two. Individual users accessing the Module require a User License. Users may have multiple devices and the User License has two editions, standard and professional. User Licenses accessing a single Module must be of the same edition, either all standard or all professional. For certain volume licensing programs, Module Licenses and User Licenses are assigned a point value. Refer to the Servers section of the Microsoft Product List found at http://www.microsoft.com/licensing for details. User Licenses may not be mixed on one Module as illustrated in the example below.
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Application Integration Module

Customers with the professional version of the User License who also have Microsoft Business Solutions Great Plains ERP software are eligible, at no additional cost, to receive Microsoft CRM Application Integration Module. This Module integrates Microsoft CRM and Microsoft Great Plains ERP and extends the capabilities of both.

Microsoft CRM Migration Path

Refer to the Servers Pool of the Product List for any applicable information regarding specific next-generation Microsoft CRM transformational migration paths that may be available. This information refers to migration of Microsoft CRM component functionality equivalents from current and upcoming product releases to the next-generation Microsoft Business Solutions ERP solution.

Acquiring Microsoft CRM

The process for acquiring Microsoft CRM will vary by Microsoft Volume Licensing program. Contact your preferred Microsoft CRM Certified Partner or visit http://www.microsoft.com/licensing for more information.

Registering Microsoft CRM Software

Microsoft CRM software requires registration to enable each module. After acquiring Microsoft CRM software through a volume licensing program, customers will receive a registration key by visiting the Microsoft Business Solutions Software Registration Web site and entering their volume licensing information. The Microsoft CRM registration key will activate the appropriate modules and users of the Microsoft CRM solution. Customers also have the option to identify their Microsoft CRM Certified Software Advisor at the time of registration.

Registration website: http://www.microsoft.com/BusinessSolutions/MBSRegistration
Microsoft Software Assurance

More Value. More Assistance. More Manageability.

Microsoft's Software Assurance gives you automatic access to new technology and provides productivity benefits, support, tools, and training to help deploy and use software efficiently. Visit http://www.microsoft.com/licensing/programs/sa/ for more information about how Software Assurance may be right for you.

Microsoft CRM is in the Server Pool and Software Assurance is 25% of the Licenses as with other Server software. The License costs have been reduced so that the License and Software Assurance costs approximately the same as in the previous non-volume licensing model that included a License and Foundation Services.
Productivity 

Acquire the latest software automatically, spread payments annually, and extend the workplace to the home.

New Version Rights

With Software Assurance, you receive access to new versions of licensed software released during the term of your agreement to deploy at your own pace. New Version Rights simplifies the procurement process and shortens the business process cycle, allowing you to reduce the costs associated with acquiring new version releases and immediately take advantage of the latest technology. 

Spread Payments 

Software Assurance offers greater flexibility in managing technology expenditures by allowing you to spread payments annually. This allows you to reduce initial costs and forecast annual software budget requirements up to three years in advance.

CustomerSource

CustomerSource is a password-protected Web site for Microsoft Business Solutions customers. It provides access to many productivity-building resources, including a searchable technical database, discussion boards, news, call history, quality reports, a subscription service, and more. 

Managed Newsgroups

All customers acquiring software from volume licensing will be able to take advantage of managed newsgroups – online forums that allow you to collaborate with industry peers.

Problem Resolution Support

Software Assurance offers problem resolution support with a guaranteed response time, through telephone or electronic support assistance during business hours, delivering the assurance of highly responsive industry-leading support. Select License and Enterprise Agreement customers receive telephone or electronic support with a one-hour guaranteed response time.

Support 

Access resources that help keep business systems running smoothly.

TechNet Online Concierge Chat

TechNet Online Concierge Chat offers one-on-one, Web-based chat sessions with Microsoft online advisors to help you quickly locate information needed to troubleshoot technology issues. 

TechNet Plus (Server software only)

For server licenses with Software Assurance (SA), IT professionals have access to TechNet Plus Subscription content, featuring resources such as the knowledge base, utilities, drivers, and how-to articles to help them succeed. The TechNet Plus Subscription Media also includes access to beta release candidate software and evaluation copies of the latest applications.

Training 

Bring employees up to speed quickly on new products and keep IT staff up-to-date on the latest technical information.

eLearning

Microsoft's eLearning delivers a comprehensive student experience, using streaming audio and video software demonstrations, hands-on exercises and animations, and courses designed by professional instructors. Employees can take interactive modules and tutorials on various applications at any time at their own computer, even offline.
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Glossary

CRM

See Customer Relationship Management

Customer Relationship Management (CRM)

Microsoft CRM is a comprehensive solution that can help organizations increase sales success, provide superior customer service, forecast sales and analyze business performance.

CustomerSource
CustomerSource is a password-protected Web site for Microsoft Business Solutions customers providing access to many productivity-building resources. CustomerSource includes a searchable technical database, discussion boards, news, call history, quality reports, a subscription service and more.

Foundation Services

Microsoft Business Solutions Foundation Services provides customers that previously acquired Microsoft CRM benefits including technical support, online training, updates, service packs, access to CustomerSource and more. 


License & Software Assurance

Combination of a License and Software Assurance acquired together.

Pools

Microsoft software available through volume licensing programs is categorized as applications, systems, or servers products. Prices are established according to the volume levels acquired in each category or “pool,” also referred to as the applications pool, systems pool, and servers pool.

Product List

The statement published by Microsoft from time to time (which statement may vary by region) which identifies the products available under the program and any product-specific conditions or limitations on the acquisition of licenses for the product.

Software Assurance

For any underlying licensed product for which it is ordered, the right to run the latest version and the ability to spread payments annually. Also includes tools, support, training, and other benefits.
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