
Microsoft CRM 3.0

How will Microsoft CRM 3.0 integrate with Microsoft Office 
and other applications to have a single customer record for 
all applications? Also: On-Demand or On-Premise solutions 

and pricing. How easy is CRM 3.0 to customise or 
configure? The impact of operating system and application 

updates and software packs on CRM 3.0



Small Business Facts

1 in 10 companies is having to 
avoid customer calls due to lack of 
information on account status. 
24% of those surveyed admit that 
they have forgotten or missed an 
important meeting with a customer 
or prospect, 
one in five (20%) have actually lost 
a customer due to inadequate care. 
With the survey indicating an 
average cost of £500 for each lost 
order, this poses a significant threat 
to a small company’s revenue. 
(UK YouGov - Microsoft Survey 
2005)

Have complex processes
Have millions of unique and 
different business models –don’t 
want to be treated all the same
Don’t want solutions that are 
targeted at Mid Market / Enterprise 
Customers
Are Value driven
Demand rapid ROI 
Want products that are easy to use 
and work with their business
Focus on finding business solutions 
NOT IT Solutions
Have strong relationships with 
trusted partners



What Is CRM?
How does it differ from simple “contact management”?

Customer Facing
•Sales, service, and marketing activities

Process-focused
•Workflow drives consistent execution

Team-oriented
•Collaborate with others inside and outside of the organization

Successful CRM is NOT just dependent on selecting the 
“best software”, it’s about getting the right strategy



Functional Differences

1 Microsoft CRM offers richer functionality

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

3 Not available in the UK at current time 

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

Accounts 1

Business Contacts1

Business Opportunities1

History tracking for Accounts, Contacts, and Business Opportunities1

Outlook integration

Reporting2

Microsoft Windows Mobile-based Pocket PC support

Integration with financial programs3

Sharing customer information4

Module for customer service professionals, including service scheduling and resource management

Supports third-party integration and customization 

Workflow and process automation support

Accessible from a Web browser

User level-based data access

Marketing campaign management



A 2004 AMR Research study found that
•28 percent of CRM projects
•33 percent had

A 2005 Forrester Research study found that
»Two-thirds of respondents were                  
with the ease of use of their CRM system
»More than half of respondents were                         

with their CRM system's 
return on investment (ROI) 

“First-Generation” CRM Problems



CRM’s Fatal Flaw
It just isn’t natural

Microsoft Outlook, Excel…

What My Sales, Marketing and 
Service People Use Every Day

“Why do I need this other thing?”

???

The CRM Thing
We Make Them Use



What Do Small Businesses Need From CRM Systems?

Reliable user adoption

•Great business fit

•Fast, flexible, and 
affordable technology



Small business: faster growth

“…2006, Small & MSBs that have yet to invest in CRM software will 
be at a competitive disadvantage, compared with those that have 
already implemented CRM. Buyers will be driven not only by the 
competition, but also by average payback periods of 13 months”

Gartner - CRM Predicts: SMBs' Spending on CRM Will Grow (14 December 2005)

We also know that the growth rate in 
CRM is greater in small business then 
Mid-Market or Enterprise



Microsoft CRM | Impressive Growth

Over 6,000 customers

Over 150,000 users 

Full suite of marketing,
sales, and service

Native Office experience

Web services architecture

Fast, flexible, and affordable

Available in 22 languages

Microsoft CRM
Customer Growth Worldwide

1

Chart  Title

+100%

+100%



Why Microsoft Dynamics?



New Choices For CRM Systems Today

Yesterday’s Choice

Complicated CRM 
Systems That You Own

Generic Hosted 
CRM That You Rent

Microsoft CRM
Powerful configuration & customization

Easy to deploy, use, and manage -- on-premise or hosted

Today’s Choice

Heavy, 
complex, and 

expensive

Basic but
“easy to get”



Microsoft Dynamics CRM 

•Works the way you do
–It’s the easiest and most natural way
to get CRM

•Works the way technology should
–It’s fast, flexible, and affordable

•Works the way your business does
–It can be tailored to exactly fit each business



Microsoft Dynamics CRM 3.0

•Sales
–Create demand and generate new business

•Marketing
–Better decision-making and a clearer view of customers

•Customer Service
–Provide more value 
to customers

A complete CRM solution

Microsoft CRM Modules

Customer Service

Sales 
Management

Marketing 
Automation



For more information: http://www.microsoft.com/crm

Microsoft Dynamics CRM 3.0
Key Benefits

Native Outlook 
Experience

Works the Way
You Do

Easy 
Adaptability

Works the Way 
Your Business 

Does

Build, Deploy 
& Extend

Works the Way
Technology 

Should



Empowering end-users through familiar tools & 
technology

Work within everyday applications

Reduce user learning curve

Increase adoption and usage

+

Microsoft Dynamics CRM 3.0

Works the Way
You Do

“The 3.0 version of Microsoft Dynamics CRM tightly 
marries Office and CRM functionality… it’s virtually
impossible to separate one from the other.”

- Bruce Richardson, AMR Research 



Adapts to each unique business

Easy configuration and 

customization

Rapid implementation

Adapt to meet the needs of your business
Microsoft Dynamics CRM 3.0

Works the 
Way Your 
Business 

Does

“Microsoft CRM 3.0 gives us the flexibility to create 
exactly the business processes and data fields we need in 
our system on a real-time basis.”

- Sandy Clifford, IT Director, United 
Way



Familiar business platform

Safe and secure

Powerful extensibility

Easy to deploy, manage and maintain

Roles-Based
User Experience

Roles-Based
User Experience

Business Workflow
and Visibility

Business Workflow
and Visibility

Integration and
Extensibility

Integration and
Extensibility

Microsoft Dynamics CRM 3.0

Works the Way
Technology 

Should

“Microsoft CRM runs on Windows Server 2003 and SQL 
Serverðplatforms and applications we’re already familiar 
with and use in our business today.”

- Greg Hughes, Director, Security & IT,         
Corillian Corporation



Strategy: The Power of Choice

Flexible Deployment Scenarios
1. Hosted CRM w/ On-premise Exchange services
2. Hosted CRM w/ Hosted Exchange
3. Complete Hosting Solution
–Microsoft CRM
– Exchange Server

User Experience

Outlook
Internet 
Explorer

On-premise

Hosted

On-premise
Customer Server

Hosted
Perpetual 

On-premise 
Managed Server

Perpetual SubscribeDEPLOYMENT 
OPTIONS

Hosted 
Subscription

LICENSING OPTIONS

–Windows SharePoint Services
–Live Communications Server



Small Business Edition

Designed for Small Business Server (SBS) Premium
Required to install on SBS
Follows SBS limits of 1 server and up to 75 users maximum
Software Assurance at 25%/year of license is included with
CRM in customer facing Volume Licensing programs

All CRM features plus unique small business only features
Wizard driven install <10 clicks 
Configuration “Consultant in a Box” 
Business Contact Manager Migration 
SBS Management Tools integration
SBS Fax Service integration

Small Business 
Edition (SBE) 
Server £400* 

S
B
S

SBE
User CAL 

£350
per user*

* Prices shown are estimated retail pricing ranges in UK via Open





SBE Product Feature:
Customization Wizard

Our Consultant in a Box
Wizard for applying some light weight customizations to CRM
Launches post setup
Has a VAR mode for saving customizations for later application
Customizations include:

Name formats
Creation of territories
Allowing rename of Account, Contact and Case entities
Creation of several default relationship roles
More…

Tool does not:
Create products
Create users
Create multiple BUs



















SBE Product Feature:
Fax Server Integration

Integrates Windows Fax server with CRM

Creates a Fax Activity record in CRM upon receipt of a fax 
on the server

Routes faxes to users automatically 

Non routable faxes are placed in a Fax Queue

Outbound faxes are also supported –including the 
sending of attached Office documents

Management integrated with SBS Fax Server management







SBE Product Feature: 
SBS Management Tools

Server Management console is highly used by SBS 
administrators

CRM admin tools are integrated into the SBS Server 
Management console

CRM tools accessible from here include:
Workflow manager
Link to CRM configuration (in Web app)
Exchange rules deployment







Microsoft CRM | 600+ UK Customers including…..

Small Businesses Large EnterprisesMidsized Companies



Summary

MS CRM works the way people like to 
work
It can be hosted or on-premise 

delivered
Work with a CRM partner for best 

exprience



Break and Refreshment


