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Microsoft 

Customer Relationship Management

Training and Certification Frequently Asked Questions

Q.  What are the certification requirements

A.  Certification for MSCRM requires the following per organization (a minimum of 2 staff to meet the following organizational requirements):

· 1 MSCRM Installation and Configuration certification 

· 1 MSCRM Customization certification

· 1 MSCRM Application Professional

Certification exams are administered by VUE testing centers throughout Latin America and the Caribbean.  To register for an exam, please go to http://www.pearsonvue.com/mbs/  to register online and find the contact details for the testing center location in your nearest city.  Please note:  the Microsoft CRM exams are listed near the bottom of the exam listing at this site.  Please be sure to scroll down near the bottom where you will find:

	US MS-10-159 
	Microsoft CRM Professional

	US MS-10-184 
	Microsoft CRM Installation & Configuration

	US MS-10-185 
	Microsoft CRM Customization


Attending training courses is not a requirement for presenting the exams, however it will help you significantly in preparing to pass certification exams.

Q. What certifications does an organization need to qualify for the Microsoft CRM CSA Program?

A minimum of 2 staff to meet the following requirements (total of 3 passed exams, among 2 people):

· 1 MSCRM Installation and Configuration certification 

· 1 MSCRM Customization certification

· 1 MSCRM Application Professional

Q.  How can I get trained on Microsoft CRM?

A.  There is a variety of MSCRM training available, and more to come as the product launches.

Online training

All MSCRM training curriculum is currently available online in English.  There are 3 online courses available:

· MSCRM Installation and Configuration

· MSCRM Customization

· MSCRM Application

Course descriptions, costs, and registration are available at:

http://www.microsoft.com/BusinessSolutions/MSCRM/Highlights/mscrmtraining_ecom.mspx .

Classroom training

We are in the process of setting up Classroom training through the CTEC channel in Latin America, as soon as we have a schedule of classes available they will be published.

Q.  Where do I take certification exams?

A.   Certification exams are administered by VUE testing centers throughout Latin America.  To register for an exam, please go to http://www.pearsonvue.com/mbs/  to register online and find the contact details for the testing center location in your nearest city.  

Q.  Are there any resources available to help me prepare for the certification exams?

A.  Yes.  Below, please find attached exam preparation guides for each of the certification exams.
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Q.  What are the exam costs?

A.  You can verify with your local testing center the costs of the exams.
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Microsoft CRM Customization exam guide.doc

			Microsoft CRM Customization



Exam Preparation Guide



Last Modified: 10/22/2003
Posted: 10/2/2003



This preparation guide includes information and tools to assist you in preparation for the exam.  It was last updated on October 2, 2003.



Recommended Manuals


Microsoft Customer Relationship Management - Customization



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD)



Microsoft CRM User Guide and Help Files (found in the Microsoft CRM application under Help menu) 



Recommended eCourse


Customization eCourse – Microsoft CRM



 


Online courses can be found at Internet Training for Microsoft Business Solutions CRM


Or through PartnerSource at Microsoft Customer Relationship Management eCourses 


Recommended Classroom Training 



Customization - Microsoft CRM course 



To view the upcoming Australia course schedule and register online, please go to www.ddls.com or call 13 12 01.  You can also send an email requesting course information to training@didata.com.au.



To view the upcoming New Zealand course schedule and register, please visit www.auldhouse.co.nz or call 09 360 0338.






Preparation Guide



for Microsoft CRM Customization Exam



Certification Title


Exam Requirements


Certified Professional – Microsoft CRM Customization


Microsoft CRM—Customization



Target Audience



Partners wishing to attain the status of Certified Professional - Microsoft CRM Customization should take this exam. 


Exam Specifics



Skills Being Measured: 



This certification exam measures your knowledge on the Microsoft CRM customization process. This includes knowledge of the CRM product architecture, Microsoft CRM Workflow Manager and Workflow Monitor, Microsoft CRM System Customization tool, Microsoft CRM Deployment Manager, and Crystal Enterprise for Microsoft CRM.


Time Requirements & Questions:


· 50 minutes to complete the exam


· 50 questions with a passing rate of 80%


· Multiple Choice and Multiple Answer questions


Exam Preparation Tools



In addition to your hands-on experience working with the product, we highly recommend using the following tools and training to help you prepare for this exam:



Classroom Training: 



Customization - Microsoft CRM 


Online Training:


Customization eCourse – Microsoft CRM



Essential Learning Resources:  



Microsoft Customer Relationship Management - Customization



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD)
Microsoft CRM User Guide & Help Files (found in the Microsoft CRM application under Help menu)



Additional Skills Recommended:  



Hands-on experience installing and working with the Microsoft CRM application
Basic understanding of Microsoft Technologies as they apply to the Microsoft CRM application


Exam Topics



Architecture – 10%


· Microsoft CRM Product Architecture 



· Sales for Outlook Client Architecture


Workflow – 30%


· Workflow Rules 



· Workflow Events 



· Conditions and Actions 



· Rule Templates 



· Sales Process Rules and Templates 



· Workflow Monitor



Customization – 30%


· View and Form Customization 



· Schema Manager 



· Attribute Manager 



· Mapper Tool 



· Import/Export XML 



· Publish XML 



· Customizing Field Properties 



· Previewing Form changes 



· Preview Pane Customization



Introduction to the Microsoft CRM SDK – 20% 


· Core SDK Concepts 



· Supported Methods of Customization 



· Customization Areas



Reporting with Microsoft CRM - 10% 


· Core Reporting Concepts 



· Planning Considerations 



· Crystal Enterprise for Microsoft CRM 



· Licensing 



· Security 



· Creating, Publishing, Modifying Reports



This preparation guide was originally published October 2003, and is subject to change at any time without prior notice and at Microsoft® Business Solutions' sole discretion.
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Microsoft CRM Installation and Configuration.doc

			Microsoft CRM Installation and Configuration



Exam Preparation Guide



Last Modified: 10/3/2003
Posted: 10/2/2003



This preparation guide includes information and tools to assist you in preparation for the exam.  It was last updated on October 2, 2003.



Recommended Manuals


Microsoft Customer Relationship Management - Installation and Configuration



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD)



Microsoft CRM User Guide and Help Files (found in the Microsoft CRM application under Help menu) 



Recommended eCourse


Installation & Configuration eCourse – Microsoft CRM



 



Online courses can be found at Internet Training for Microsoft Business Solutions CRM


Or through PartnerSource at Microsoft Customer Relationship Management eCourses 


Recommended Classroom Training 



 Installation and Configuration - Microsoft CRM course 



To view the upcoming Australia course schedule and register online, please go to www.ddls.com or call 13 12 01.  You can also send an email requesting course information to training@didata.com.au.



To view the upcoming New Zealand course schedule and register, please visit www.auldhouse.co.nz or call 09 360 0338.






Preparation Guide



for Microsoft CRM Installation and Configuration Exam



Certification Title


Exam Requirements


Certified Professional – Microsoft CRM Installation and Configuration


Microsoft CRM—Installation and Configuration



Target Audience



Partners wishing to attain the status of Certified Professional - Microsoft CRM Installation and Configuration should take this exam.


Exam Specifics



Skills Being Measured: 



This certification exam measures your knowledge on the Microsoft CRM architecture, technologies that support Microsoft CRM, installation processes for the CRM server and Sales for Outlook Client, hardware and software requirements, business management configuration, Microsoft CRM security configuration, Microsoft CRM configuration, and Crystal Enterprise for Microsoft CRM configuration.



Time Requirements & Questions:


· 60 minutes to complete the exam 



· 60 questions with a passing rate of 80% 



· Multiple Choice and Multiple Answer questions 



Exam Preparation Tools



In addition to your hands-on experience working with the product, we highly recommend using the following tools and training to help you prepare for this exam:



Classroom Training: 



Installation & Configuration - Microsoft CRM 


Online Training:


Installation & Configuration eCourse - Microsoft CRM



Essential Learning Resources:  



Microsoft Customer Relationship Management - Installation and Configuration



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD)
Microsoft CRM User Guide & Help Files (found in the Microsoft CRM application under Help menu)



Additional Skills Recommended:  



Hands-on experience installing and working with the Microsoft CRM application
Basic understanding of Microsoft Technologies as they apply to the Microsoft CRM application



Exam Topics



Microsoft Technologies as applied to the Microsoft CRM Installation – 16.6%


· .NET 



· XML 



· Web Services - IIS 



· SOAP 



· ASP .NET 



· Active Directory 



· SQL Server 



· Exchange Server



Architecture – 16.6%


· Microsoft CRM Product Architecture 



· Sales for Outlook Client Architecture 



· Sales for Outlook Client Synchronization process 



· Microsoft CRM Security Model in relation to the platform layer



Installation – 16.6%


· Hardware and Software requirements 



· Microsoft CRM Pre-Installation tasks 



· Microsoft CRM Server Installation 



· Microsoft CRM Server Post Installation tasks 



· Microsoft CRM Sales for Outlook Client Installation



Configuration – Business Management – 16.6% 


· Business Units 



· User Management 



· Team Management



Configuration – Security – 16.6% 


· Privileges 



· Access Levels 



· Security Roles 



· Security Role Maintenance



Configuration – Administration – 16.6% 


· Server Manager 



· Import/Export XML 



· System Customization Settings 



· Crystal Enterprise for Microsoft CRM configuration settings



This preparation guide was originally published October 2003, and is subject to change at any time without prior notice and at Microsoft® Business Solutions' sole discretion.
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Microsoft CRM Professional Exam Preparation Guide.doc

			Microsoft CRM Professional Exam Preparation Guide



Last Modified: 9/17/2003
Posted: 4/17/2003



This preparation guide includes information and tools to assist you in preparation for the exam. It was last updated on September 1, 2003.



Recommended Manuals 



Microsoft Customer Relationship Management - Application 



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD) 



Microsoft CRM User Guide and Help Files (found in the Microsoft CRM application under Help menu)


Recommended eCourse 



Applications Professional Edition eCourse - Microsoft CRM 



Online courses can be found at Internet Training for Microsoft Business Solutions CRM


Or through PartnerSource at Microsoft Customer Relationship Management eCourses 


Recommended Classroom Training 



Applications Professional - Microsoft CRM course 



To view the upcoming Australia course schedule and register online, please go to www.ddls.com or call 13 12 01.  You can also send an email requesting course information to training@didata.com.au.



To view the upcoming New Zealand course schedule and register, please visit www.auldhouse.co.nz or call 09 360 0338.






Preparation Guide 



for Microsoft CRM Professional Exam 



Certification Title 



Exam Requirements 



Certified Professional - Microsoft CRM Professional 



Microsoft CRM Professional 



Target Audience 



Partners wishing to attain the status of Certified Professional-Microsoft CRM Professional should take this exam.



Exam Specifics 



Skills Being Measured: 



This certification exam measures your knowledge on the basic functionality of Microsoft CRM Professional edition including end user application functionality and some product settings. Areas covered include Navigation, Core Functions, Sales, including Microsoft CRM Sales for Outlook Client, Customer Service, and Application Settings. 



Time Requirements & Questions: 



· 40 minutes to complete the exam 



· 45 questions with a passing rate of 80% 



· Multiple Choice and Multiple Answer questions 


Exam Preparation Tools 



In addition to your hands-on experience working with the product, we highly recommend using the following tools and training to help you prepare for this exam: 



Classroom Training: 



Applications Professional - Microsoft CRM 


Online Training: 



Applications Professional Edition eCourse - Microsoft CRM 



Essential Learning Resources: 



Microsoft CRM Applications - manual
Microsoft CRM User Guide (found on Microsoft CRM installation CD)
Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD)
Microsoft CRM Application Help files (found within the Microsoft CRM application Help menu) 



Additional Skills Recommended: 



General working knowledge of Microsoft CRM and Windows based programs. 



Exam Topics 



Microsoft CRM Core Functions - 23% 



· Navigation 



· Accounts and Contacts 



· Activities 



· Workplace 



· Reports 



Microsoft CRM Sales Force Automation - 33% 



· Microsoft CRM Sales for Outlook client 



· Opportunity and Lead Management 



· Product Catalog 



· Quotes, Orders, Invoices 



· Sales Literature and Competitors 



· Quotas 



· Sales Process 



· Territories 



Microsoft CRM Customer Service - 22% 



· Subjects 



· Cases 



· Routing and Queuing 



· Knowledge Base 



· Product Catalog 



· Contracts 



Microsoft CRM Applications Settings - 22% 



· Personal Options 



· Sales Process Configuration 



· Sales Territories and Quotas 



· Queues 



· Templates and Announcements 



· Product Catalog Settings 



This preparation guide was originally published October 2002, and is subject to change at any time without prior notice and at Microsoft® Business Solutions' sole discretion.
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Microsoft CRM Sales and Industry Preparation Guide.doc

			Microsoft CRM Sales and Industry Preparation Guide 



Last Modified: 9/17/2003
Posted: 4/17/2003



This preparation guide includes information and tools to assist you in preparation for the exam. It was last updated on September 1, 2003.



Recommended Manuals 


Microsoft CRM Applications Training Manual 



Microsoft CRM Sales & Industry Training Manual 



Microsoft CRM User Guide and Help Files (found in the Microsoft CRM application under Help menu) 



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD) 



Recommended eCourse 


Microsoft CRM Sales and Industry training course CD


Applications Professional Edition eCourse - Microsoft CRM 



Please email anzmbstr@microsoft.com to request the Microsoft CRM Sales and Industry training course CD.



Online courses can be found at Internet Training for Microsoft Business Solutions CRM


Or through PartnerSource at Microsoft Customer Relationship Management eCourses 






Preparation Guide 



for Microsoft CRM Sales & Industry Exam 



Certification Title 


Exam Requirements 


Certified Professional - Microsoft CRM Sales & Industry 



Microsoft CRM - Sales & Industry 



Target Audience 



Partners wishing to attain the status of Certified Professional- Microsoft CRM Solution should take this exam.



Exam Specifics 



Skills Being Measured: 



This certification exam measures your knowledge of Microsoft CRM Sales and Industry specific information. 



Time Requirements & Questions: 



· 45 minutes to complete the exam 



· 40 questions with a passing rate of 80% 



· Multiple Choice and Multiple Answer questions 


Exam Preparation Tools 



In addition to your hands-on experience working with the product, we highly recommend using the following tools and training to help you prepare for this exam: 



Online Training: 



Application Professional Edition eCourse - Microsoft CRM 


Essential Learning Resources: 


Microsoft CRM Sales and Industry training course CD


Microsoft CRM Applications Training Manual 



Microsoft CRM Installation & Configuration Training Manual 



Microsoft CRM Implementation Guide (found on Microsoft CRM installation CD) 
Microsoft CRM User Guide and Help Files (found in the Microsoft CRM application under Help menu) 
Pricing, Positioning and system requirements can be found on Microsoft for Partners


Information about underlying technology CRM Technology can be found at: http://www.microsoft.com/net/basics/whatis.asp 


Exam Topics 



Microsoft CRM Application Basics- 35% 



· Core Applications 



· Sales Force Automation 



· Customer Service 



· Sales for Outlook Client 



· Security 



· Workflow 



· Customization 



Microsoft CRM Technologies- 20% 



· Understanding of underlying technology 



· Understanding of Server Platform 



CRM Pricing and Packaging - 30% 



· Understanding of Module applications 



· Server and named user configurations 



Microsoft CRM Product Marketing - 15% 



· Use of Common Terms 



· General Market Information 



· Microsoft CRM positioning 



This preparation guide was originally published October 2002, and is subject to change at any time without prior notice and at Microsoft® Business Solutions' sole discretion. 
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