Which Customer Management Solution is Right for Your Business?
Outlook 2003 with Business Contact Manager Update or Microsoft CRM

Read about some of the key differences between Microsoft® Office Outlook 2003 with Business Contact Manager Update and Microsoft CRM and learn which customer management solution can best meet the needs of your small business. Outlook 2003 with Business Contact Manager Update, part of Microsoft Office Small Business Edition 2003 and Microsoft Office Professional Edition 2003, extends the functionality of Outlook 2003 offering an easy-to-use tool for managing and sharing customer information and sales leads. For small businesses needing more advanced functionality, Microsoft CRM is a full-featured customer relationship management (CRM) system that offers extensive CRM capabilities and customization including offline access to centralized, server-based customer data.

Key Differences

Key differences between the two programs include:

	•
	Functionality. Both Outlook 2003 with Business Contact Manager Update and Microsoft CRM offer core customer management functionality to help small business users manage customer contacts, accounts, and sales opportunities. Additionally, for small business with more advanced customer management needs, Microsoft CRM offers rich CRM functionality, such as order management, account hierarchies, lead management, competitive tracking, workflow support, and customer service.

	•
	Architecture. Outlook 2003 with Business Contact Manager Update is designed to work with technology used most often by small businesses, including in a PC (peer-to-peer) network and with the most common e-mail protocols (Post Office Protocol (POP3), Internet Message Access Protocol (IMAP), or Hypertext Markup Language (HTML)). Outlook 2003 with Business Contact Manager Update does not use the sharing functionality in Microsoft Windows Small Business Server 2003 or Microsoft Exchange Server 2003 to share business contacts. Microsoft CRM is a client/server application that works in a multi-user environment and offers offline support for all users.

	•
	Integration. Outlook 2003 with Business Contact Manager Update is a feature of Outlook 2003 (available only with Office Small Business Edition 2003 and Office Professional Edition 2003). Both Outlook 2003 with Business Contact Manager Update and Microsoft CRM integrate with Microsoft Office programs. In addition, Outlook 2003 with Business Contact Manager Update will integrate with Microsoft Office Small Business Accounting 2006.1 Microsoft CRM additionally offers deep integration with enterprise resource management (ERM) systems and third-party programs by working with Simple Object Access Protocol (SOAP) and Extensible Markup Language (XML) and integration with Great Plains financial solutions. 

	•
	Configuration and customization. Outlook 2003 with Business Contact Manager Update can help meet the contact management needs of small business users out-of-the-box. Microsoft CRM can meet a company's particular needs with customizable data schema, forms, and business processes. 

	•
	Business profiles. Outlook 2003 with Business Contact Manager Update is designed for businesses with fewer than 25 employees that need a more basic customer management and opportunity tracking solution. Microsoft CRM is intended for businesses with up to 500 employees that need a more advanced customer relationship management solution.

	•
	Deployment. Outlook 2003 with Business Contact Manager Update works out-of-the-box—making it easy for small businesses with limited IT resources to get started. Microsoft CRM requires an IT staff or partner to set it up, as well as additional Microsoft technology, such as Microsoft Windows 2000 Server, the Microsoft Active Directory directory service, Microsoft SQL Server, and optionally, Microsoft Exchange Server, or Microsoft Windows Small Business Server 2003.

	•
	Distribution. Outlook 2003 with Business Contact Manager Update is included in Office Professional Edition 2003 and Office Small Business Edition 2003.2 Customers licensing Office Professional Enterprise Edition 2003 have the rights to Outlook 2003 with Business Contact Manager Update and can obtain the CD from Microsoft on request. A product fulfillment fee will apply. Microsoft CRM is sold separately through Microsoft reseller partners.

	•
	Pricing. A direct pricing comparison is difficult since licenses for the two products are sold under different pricing models. Outlook 2003 with Business Contact Manager Update is available as part of Office Small Business Edition 2003 and Office Professional Edition 2003, including various Office Edition licensing programs. Microsoft CRM follows a client/server pricing model and offers special pricing on Microsoft CRM 1.2 for small businesses. 


1Small Business Accounting 2006 is available separately, only in the U.S., and is scheduled for availability in fall 2005. 
2Eligible users can get Outlook 2003 with Business Contact Manager Update by downloading the software at no cost, or ordering a CD. U.S. shipping and handling charges apply.

User Interface (UI) Differences 

Both programs offer extensive integration with Outlook 2003 features, such as e-mail, tasks, schedules, and activity history. Outlook 2003 with Business Contact Manager Update extends the functionality of Outlook 2003, thus sharing the same user interface as Outlook 2003. With Microsoft CRM, you and your sales team can access CRM features online or offline with Outlook, or work from any location using a Web browser.

Functionality Differences

The table below outlines differences in functionality between Outlook 2003 with Business Contact Manager Update and Microsoft CRM.
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 = New in Outlook 2003 with Business Contact Manager Update


	

	
	Outlook 2003 with Business Contact Manager Update
	Microsoft CRM 1.2

	Accounts 1
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	Business Contacts2
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	Business Opportunities3
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	History tracking for Accounts, Contacts, and Business Opportunities
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	Outlook integration4
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	Reporting5
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	Microsoft Windows Mobile-based Pocket PC support
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	Integration with financial programs6
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	Sharing customer information7
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	Module for customer service professionals, including service scheduling and resource management
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	Supports third-party integration and customization 
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	Workflow and process automation support
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	Accessible from a Web browser
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	User level-based data access
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	Marketing campaign management
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	1
	Microsoft CRM offers richer functionality for Accounts.

	2
	Microsoft CRM offers richer functionality for Business Contacts.

	3
	Microsoft CRM offers richer functionality for Business Opportunities.

	4
	Outlook integration with CRM requires Outlook to be installed on the user's desktop.

	5
	Microsoft CRM offers richer functionality for Reporting, including extensive customization.

	6
	Outlook with Business Contact Manager update will integrate with Small Business Accounting 2006, available separately, only in the U.S. Availability is scheduled for fall 2005.

	7
	Microsoft CRM offers richer server-based sharing functionality, including support for offline access of data.
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Upgrading to Microsoft CRM

If your business needs require a more powerful customer management solution, you can import your customer information from Outlook 2003 with Business Contact Manager Update to Microsoft CRM.
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Availability

Outlook 2003 with Business Contact Manager Update is available in the following languages: English, Czech, Danish, Dutch, Finnish, French, German, Greek, Hungarian, Italian, Norwegian, Polish, Portuguese (Brazil and Portugal), Russian, Spanish, Swedish, and Turkish.

Microsoft CRM is available in the following languages: English, Czech, Danish, Dutch, German, French, Hungarian, Italian, Polish, Portuguese (Brazil), Russian, Spanish, and Swedish.
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Additional Information

Learn more about Outlook 2003 with Business Contact Manager Update, Office Small Business Edition 2003 and Microsoft CRM.

