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Microsoft CRM 

eLearning offerings

NOTE: eLearning does not contain training materials.  

Microsoft CRM - Applications Standard Edition eCourse

The Microsoft CRM Applications Standard eCourse is designed to give an understanding of the different modules, features and functionality included in the Standard Edition of Microsoft CRM. The tutorials in this eCourse will cover such areas as: record management, customer management, sales (standard), Microsoft CRM Sales for Outlook, customer service (standard), application settings, application security
This eCourse will explore these functions from an end-user perspective and by viewing the eCourse you will be able to work with the application to carry out such tasks as creating and working with accounts, contacts, activities, leads, opportunities, cases, and knowledge base articles, among others. 
By actively participating in this eCourse, you will learn: 
• To create and work with core record types such as accounts, contacts, and activities
• Tasks associated with working with basic Sales records such as leads and opportunities and how Sales Process - Standard relates to Opportunities
• Tasks associated with working with basic Customer Service records such as cases and knowledge base articles and how they are managed in the Workplace and Knowledge Base Manager
• To work with and understand Customer Service - Standard, Queues, and Product Records
• To define Security roles

Microsoft CRM – Installation and Configuration eCourse

The Microsoft CRM Installation and Configuration eCourse explores Microsoft’s CRM Implementation Methodology tool kit, the technologies that support Microsoft CRM (i.e. Active Directory, Microsoft .Net framework, XML Web Services, SOAP, etc.), the architecture of the product, installation instructions for the Microsoft CRM Server, Sales for Outlook client, and Exchange E-mail Router, the administrative functions required to configure the application, and the use of the Microsoft CRM data migration tools to import legacy data. 

Configuration topics include business management functions such as setting up business units, users, teams, security privileges and roles, database maintenance, XML importing and exporting utilities, Crystal Enterprise report configuration, and web configuration options. This course does not include materials or instructor discussion of Microsoft CRM Workflow Configuration, Customization, or Back Office Integration.
By actively participating in this class, you should learn: 

· About the Microsoft CRM Implementation methodology and its supporting tool kit designed specifically for Microsoft CRM.

· About the primary technologies that support Microsoft CRM, including Active Directory, Windows 2000 domains and domain controllers, DNS, Microsoft .Net, XML, XML Web Services, SOAP, Microsoft Exchange, SQL Server 2000, and Internet Information Services.

· About the Microsoft CRM architecture, including the Outlook and web-based clients, the application layer, the platform layer, and the database layer.

· About the Hardware and Software requirements for the various Microsoft CRM deployment scenarios.

· About the pre-installation checklist requirements that must be in place prior to installing CRM.

· How to complete the Installation procedures for the CRM Server, CRM Outlook client, and Exchange E-mail Router.

· How to complete the Post-installation procedures covering system administrator initialization and optional sample data loading.

· How to configure Microsoft CRM business units, users, and teams.
· About managing the Microsoft CRM security model, including security roles, privileges, and access levels.
· How to execute the administrative tasks necessary to support the application, including database maintenance, XML importing and exporting procedures, and maintenance of system customization settings, Crystal Enterprise Reporting parameters, and web configuration parameters.
· How to plan and execute a Microsoft CRM data migration project by utilizing the Microsoft Data Migration Framework tools and planning documents (available with release 1.2).
· How to troubleshoot common problems with the different components that make up Microsoft CRM, including Active Directory, Microsoft CRM Server, Exchange Server, SQL Server, the Outlook Client, the Microsoft CRM Exchange E-mail Router, Crystal Reports, and upgrading Microsoft CRM Integration for Great Plains.


Microsoft CRM - Customization eCourse

The Microsoft CRM Customization eCourse examines the various ways in which you can customize the application to meet your business requirements. Customization can take on many forms – from workflow, to customizing the application and database schema, to report customization, to extended customization via the Software Development Kit (SDK). Workflow Manager allows you to automate your company’s business policies by creating workflow rules that can be automatically and/or manually applied to selected objects. Workflow Manager also includes the ability to create Sales Processes, which automate the activities associated with prospecting, qualifying, and closing sales opportunities.

The Microsoft CRM Customization tool allows you to customize the form, views, and preview panes associated with each object. Used in conjunction with the Schema Manager utility, you will learn how to modify the database schema, and then apply those customizations to the application. This course will also introduce you to the Software Development Kit, or SDK, which is a tool used by developers for creating vertical solutions that can interface with the CRM application. And finally, from a reporting standpoint, you will be introduced to the Crystal Report Designer tool, which allows you to create new reports and modify any of the existing reports that were shipped with the application.
By actively participating in this eCourse, you should learn:
• About Microsoft CRM’s architecture and how it facilitates customization
• How Workflow rules that can automate your company’s business policies 
• How sales processes created in Workflow Manager can automate the activities required to prospect, qualify, and close sales opportunities
• About Microsoft CRM’s Customization Tool that allows you to modify forms, views, and preview panes
• How Microsoft CRM’s Schema Manager tool allows you to customize the database schema by adding custom fields to each object as well as creating custom database mappings
• How to publish your customizations to your production and/or test environments
• About Microsoft CRM’s Software Development Kit (SDK), which allows you to create external customizations that leverage the platform layer’s class libraries
• How the Crystal Designer reporting tool allows you to create new reports and modify existing reports.


Microsoft CRM – Customer Service Professional eCourse

The Microsoft CRM Customer Service Professional eCourse is designed to give an understanding of the different features and functionality included in the Customer Service Professional Edition of Microsoft CRM. These functions will be covered from an end-user perspective. The eCourse will contain tutorials covering the functionality available in the application for all modules, plus specific tutorials for the functions available in Customer Service Professional only. The tutorials will cover such areas as: 
- Core Functions
- Customer Service - Standard
- Customer Service - Professional
- Application Settings
- Product Catalog Settings
By actively participating in this class, you should learn: 
• To create and work with core record types such as accounts, contacts, and activities
• Tasks associated with working with basic Customer Service records such as cases and knowledge base articles and how they are managed in the Workplace and Knowledge Base Manager
• To work with and understand Customer Service Contracts, Queues, and Product Records

Microsoft CRM - Sales Professional eCourse

The Microsoft CRM Sales Professional eCourse is designed to give an understanding of the features and functionality included in the Sales Professional Edition of Microsoft CRM. These functions will be covered from an end-user perspective. The eCourse will contain tutorials covering the functionality available in the application for all modules, plus specific tutorials for the functions available in Sales Professional only. The tutorials will cover such areas as: 
- Record Management
- Customer Management
- Sales - Standard
- Sales - Professional
- Microsoft CRM Sales for Outlook
- Application Settings
- Product Catalog Settings
- Application Security 
By actively participating in this class, you should learn: 
• To create and work with core record types such as accounts, contacts, and activities
• Tasks associated with working with basic Sales records such as leads and opportunities and how Sales Processes relate to Opportunities
• To work with and understand the flow between Quotes, Orders, and Invoices 
• How Product Records are created and maintained 
• How to define security roles
Microsoft CRM Mobile – Technical Training eCourse

In this course you will gain a comprehensive understanding of the Microsoft CRM Mobile product's features, functionality and benefits as it relates to you and your organization.  We will introduce you to the Microsoft CRM Mobile installation procedures, from security considerations and server requirements through deployment and initial mobile device configuration.

We will also cover the customization of Microsoft CRM Forms and Views. We will explain what aspects of Microsoft CRM Mobile are customizable, and the process of making those customizations. We will show you how to access the Microsoft CRM Mobile Customization Tool. We will introduce the concepts of utilizing the Customizations Toolkit to modify Microsoft CRM Forms and Views to make the device interface work with specific business requirements and help make the data organization more intuitive for users.

We will walk you through some potential issues that can occur in Microsoft CRM Mobile and how those issues can be addressed. In addition, we will offer suggestions on where you can find more data on how to correct issues that you may encounter.
By actively participating in this class, you should learn: 
· Product features, functionality, and benefits

· Installation procedures related to:

· Security Considerations

· Server Requirements

· Deployment to mobile devices

· Initial mobile device configuration

· How to customize the application

· How to troubleshoot issues with the device

Microsoft CRM Mobile – User Training eCourse

In this course you will gain a comprehensive understanding of the Microsoft CRM Mobile product's features, functionality and benefits as it relates to you and your organization.

This course will help you begin using the Microsoft CRM Mobile application. The course will guide you through the process of installing and initializing the Microsoft CRM Mobile device. The course will also familiarize you with the primary Microsoft CRM Mobile forms, the field types and how to work with records.

You will also learn about advanced capabilities of Microsoft CRM Mobile, such as customization, as well as practical information such as resolving errors and securing data on your mobile device.
By actively participating in this class, you should learn: 
· Microsoft CRM Mobile product features, functionality & benefits

· How to use the application

· How to install and initialize the application on your mobile device

· How the application may be customized by your System Administrator

· Basic troubleshooting

· How to keep data on your mobile device secure

______________________
Overview tutorials
What's New in Microsoft CRM 1.2

This tutorial is intended to provide you with an understanding of the new features and

functionality in Microsoft CRM 1.2, and how they benefit you. This is intended to let you

understand this new functionality and is not a technical or a training presentation.
Microsoft CRM Overview
This tutorial is intended to provide you with the general concepts of Microsoft CRM. The

objective is to provide you with enough knowledge to understand some features and

functionality of Microsoft CRM and to help you decide if Microsoft CRM might be right for you

and your organization. This tutorial will also not prepare you to make all the critical decisions

necessary to successfully implement this product. If you would like more in depth training on

the application functionality of this product, please attend available Microsoft CRM eCourses.
Microsoft CRM Sales for Outlook Client Overview

This tutorial is intended to provide you with the general concepts of the Microsoft CRM Sales

for Outlook client application. The objective is to provide you with enough knowledge to

understand some features and functionality of the Sales for Outlook client and to help you

decide if it might be right for you and your organization. This tutorial will also not prepare

you to make all the critical decisions necessary to successfully implement this product.
A Day in the Life of Customer Service

This tutorial is intended to provide you with the general concepts of Microsoft CRM. The

objective is to provide you with enough knowledge to understand some of the features and

functionality of the Customer Service module and to help you decide if Microsoft CRM might

be right for you and your organization. This tutorial will not prepare you to make all the

critical decisions necessary to successfully implement Microsoft CRM. If you would like more

in-depth training on the application functionality of this product, please attend the

Applications Professional Edition eCourse or other available eCourses.
Administering Microsoft CRM Basics

This tutorial is intended to provide you with a general understanding of Microsoft CRM

administration basics. This includes an overview of the tools, concepts, and management

tasks you will need to understand in order to maintain Microsoft CRM in a production

environment.
Microsoft CRM Integration Overview

This tutorial is designed to provide an overview of integration between Microsoft CRM and

Microsoft Business Solutions back office applications such as Microsoft Business Solutions–

Great Plains®, Microsoft Business Solutions–Solomon®, Microsoft Business Solutions–

Navision®, and Microsoft Business Solutions–Axapta®. The features and functionality

explained in this tutorial apply more towards the integration between Microsoft CRM and

Microsoft Great Plains. However the underlying concepts are similar to that being used for

integration with other Microsoft Business Solutions back office applications.
Technologies and Pre-Installation Overview

The purpose of this tutorial is to provide you with an overview of the technologies employed

by Microsoft CRM, the architecture upon which it was built, and the pre-installation

requirements that must be met in order to achieve a successful installation.
Why CRM?

This tutorial describes some common business issues and lists some solutions available

today. Case studies depict examples of where a CRM solution would solve these problems.

Critical success factors for a CRM deployment and a listing of the benefits of using a CRM

solution are provided.
A Day in the Life of Sales

This tutorial is intended to provide you with the general concepts of Microsoft CRM. The

objective is to provide you with enough knowledge to understand some of the features and

functionality of the Sales module and to help you decide if Microsoft CRM might be right for

you and your organization. This tutorial will not prepare you to make all the critical decisions

necessary to successfully implement the Microsoft CRM product. If you would like more in

depth training on the application functionality of this product please attend the Applications

Professional Edition eCourse or other eCourses.
Customer Service Overview

By actively completing this tutorial you will gain an understanding of Customer Service

concepts and general functions. The objective is to provide you with enough knowledge to

understand some concepts and the organization of Customer Service.
Sales Automation Overview

By actively completing this tutorial you will gain an understanding of Sales Automation

concepts and general functions. The objective is to provide you with enough knowledge to

understand some concepts and the organization of Sales Automation.
Localized offerings

Microsoft CRM (Deutsch)

• Übersicht über Microsoft CRM

Dieses Lernprogramm soll Sie mit den allgemeinen Konzepten von Microsoft CRM vertraut

machen. Am Ende des Lernprogramms werden Sie mithilfe Ihrer neuen Kenntnisse in Bezug auf

einige Features und Funktionen von Microsoft CRM entscheiden können, ob Microsoft CRM für

Sie und Ihre Organisation das richtige Produkt ist. Dieses Lernprogramm versetzt Sie jedoch

nicht in die Lage, die wichtigsten Entscheidungen hinsichtlich einer erfolgreichen

Produktimplementierung zu treffen. Wenn Sie eine gründlichere Schulung zu den Funktionen

dieses Produkts wünschen, nehmen Sie bitte am Microsoft CRM Sales Professional- oder

Customer Service Professional-eCourse teil.
• Übersicht über Microsoft CRM Sales für Outlook

In diesem Lernprogramm werden Ihnen die grundlegenden Konzepte der Microsoft CRM Sales

für Outlook-Clientanwendung vorgestellt. Ziel ist es, Ihnen zunächst ausreichende Kenntnisse

zu den Bereichen und Funktionen des Microsoft CRM Sales für Outlook-Clients zu vermitteln und

Ihnen Einsatzmöglichkeiten innerhalb Ihrer Organisation zu zeigen. Das Lernprogramm bereitet

Sie jedoch nicht auf alle wichtigen Entscheidungen vor, die für eine erfolgreiche

Implementierung dieses Produkts getroffen werden müssen. Detaillierte Informationen zur

Anwendung sowie zur erfolgreichen Implementierung dieses Produkts finden Sie im Onlinekurs

""Microsoft CRM Sales Professional.
Microsoft CRM (Espanol)

• Introducción a Microsoft CRM

Con este tutorial aprenderá conceptos generales sobre la aplicación Microsoft CRM. El objetivo

consiste en facilitarle la información suficiente para entender algunas funciones y

funcionalidades de Microsoft CRM y ayudarle a decidir si Microsoft CRM se adapta a usted y a su

organización. Este tutorial no le preparará para tomar todas las decisiones importantes

necesarias para implementar correctamente este producto. Si desea una formación más

completa sobre la funcionalidad de la aplicación de este producto, asista al curso en línea

Customer Service Professional o Microsoft CRM Sales Professional.
• Información general del cliente Microsoft CRM Sales para Outlook

Con este tutorial aprenderá conceptos generales sobre la aplicación cliente de Microsoft CRM

Sales para Outlook. Su objetivo es permitirle adquirir el conocimiento suficiente para poder

comprender algunas características y funcionalidades del cliente de Sales para Outlook y

ayudarle a decidir si es apropiado para usted y para su organización. Este tutorial no le

preparará para tomar todas las decisiones importantes necesarias para implementar

correctamente este producto. Si desea obtener una formación más completa sobre la

funcionalidad de la aplicación de este producto, asista al curso en línea Microsoft CRM Sales

Professional.
Microsoft CRM (François)

• Vue d'ensemble de Microsoft CRM

L'objectif de ce didacticiel est de vous présenter les concepts de base de l'application Microsoft

CRM. Vous pourrez notamment apprendre à connaître quelques caractéristiques et à utiliser

quelques fonctionnalités de Microsoft CRM et décider si Microsoft CRM vous convient ainsi qu'à

votre organisation. Sachez toutefois que ce didacticiel ne vous aidera pas à prendre des

décisions essentielles pour la mise en oeuvre du produit. Pour obtenir une formation plus

approfondie sur les fonctionnalités de cette application, nous vous recommandons de suivre les

cours en ligne de Microsoft CRM Sales Professional ou de Service clientèle Professional.
• Vue d'ensemble du client Microsoft CRM Ventes pour Outlook

L’objectif de ce didacticiel est de vous présenter les concepts de base de l’application cliente

Microsoft CRM Ventes pour Outlook. La connaissance de ces concepts vous permettra de mieux

comprendre certaines caractéristiques et fonctionnalités du client Ventes pour Outlook et de

déterminer si ce produit est adapté à vos besoins et à ceux de votre entreprise. Sachez

toutefois que ce didacticiel ne vous aidera pas à prendre des décisions essentielles pour la mise

en oeuvre du produit. Pour une formation plus approfondie sur les fonctionnalités de cette

application, nous vous recommandons de suivre les cours en ligne de Microsoft CRM Sales

Professional.
Microsoft CRM (International English)

• Microsoft CRM Overview

This tutorial is intended to provide you with the general concepts of the Microsoft CRM

application. The objective is to provide you with enough knowledge to understand some

features and functionality of Microsoft CRM and to help you decide if Microsoft CRM might be

right for you and your organisation. This tutorial will not prepare you to make all the critical

decisions necessary to successfully implement this product. If you would like more in-depth

training on the application functionality of this product please attend the Microsoft CRM Sales

Professional or Customer Service Professional eCourse.
• Microsoft CRM Sales for Outlook Client Overview

Welcome to Microsoft Business Solutions Customer Relationship Management online training

tutorial entitled Microsoft CRM Sales for Outlook client Overview. This tutorial is intended to

provide you with the general concepts of the Microsoft CRM Sales for Outlook client application.

The objective is to provide you with enough knowledge to understand some features and

functionality of the Sales for Outlook client and to help you decide if it might be right for you

and your organisation. This tutorial will also not prepare you to make all the critical decisions

necessary to successfully implement this product. If you would like more in depth training on

the application functionality of this product please attend the Microsoft CRM Sales Professional

eCourse.
