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Customer Relationship Management is
a model for managing a company’s
interactions with current and future
customers. It involves using technology §
to organize, automate, and synchronize
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Business Problem

Small Size Company Example

10 Account Manager for 500 Customers
Each receives 20 Emails, 10 Phone Calls and 2 Appointments
320 Activities in a day for every Account Manager

7040 Activities in a month for every Account Manager

84,480 Activities in a Year for every Account Manager
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Solution to the all these type of business
problems is an integrated tool that can
record a 360° customer view
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Introduction to Dynamics CRM

* Microsoft Dynamics CRM 2011 can effectively CRM Industry
managing the customer lifecycle from marketing to
sales to service is critical to every company’s
profitability and growth

Distribution
Financial Service
Asset Management
Manufacturing
Professional Services
Real State

Academic Sector
Healthcare

Public Sector

Retail Sector
Support and Services
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Dynamics CRM Modules
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Process

Business processes
make it easy to
identify where you
are and what you
need to do next

JﬂMicrosoft Dynamics CRM v Y | SALES v  Accounts | v @ Create

DASHBOARDS
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ACTIVITIES ACCOUNTS

Terry Adams

| sates Proseware

ﬁli‘ SAVE&NEW [EEINEwW T DELETE [GF CLOSEASWON  [£g CLOSE ASLOST

Opportunity

. . Est. Close Date Est. Revenue Status Ouwner ™
Interested in Product DESIQ ner 3/19/2013 §572,871.00 In Progress Terry Adarms
v ldentify Contact Eli Bowen | v Estimated Budget $612,070.90 v Capture Summary New prospect seeking

w Identify Account Tiey Research i w Purchase Process Unknown

This Quarter Identify Decision Make

« Purchase Timeframe

Summary

Title™ Interested in Product Designer YAMMER All Stakeholders ¥ +

Contact

Eli Bowen

Name 4 Role

Account Irey Research [ B Bowen Stakeholder ¥
Purchase Timefran This Quarter )
Terry Adams » R&D
Budget Amount $612,970.90 | Have the technical specs been updated for the Product Designer?
Purchase Process Unknown Like - Reply - View Conversation - Monday at 11:07am from Dynamics CRM
Description New prospect seeking our Product
Designer i Jay Hamlin: Terry Adams - Here's the updated version
Probability 20 All Sales Team Members ¥ +
ceore 5 Product Designer Specification N o
Uploadedto R&D » Files ame lole

8 Jill Frank Sales Professi... ™

Current Situation § Terry Adems Sales Professi.. ™

Growing company that has out-grown their homegrown
software applications. Monday at 11:20am - Like - Reply v

Yammer~

Customer Need

Open

Terry Adams
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Technology

CRM on devices that
you want to use, at no
additional license fee,
SO you stay connected
no matter where you
are

No Technology Barrier

© Interested in CRM Online

. ot

[E] Acosunts
Appointments
m Campaigns
E Cases
E Contacts
@ Email Messages
Leads
Letters
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Delighting Users Across the CRM experience

Browser

CRM Upgrade

Phone & Tablet

“Work with customer data and business processes on a device and in the location of your choice”



http://sharepoint/sites/crmpmg/Screenshot Library/Outlook_Same Experience as Outlook.png
http://sharepoint/sites/crmpmg/Screenshot Library/Outlook_Same Experience as Outlook.png
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360°
Customer
View

Customer
: A "
Configurable Service-Oriented
Business Processes Architecture

Flexible Deployment




Statistics




Dynamics CRM

Users

2,250,000

Customers
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growth
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Aiy Microsoft Dynamics CRM «  # | SALES v D: ards @ Create

o ‘CRM for Outlook See how CRM for Qutlook makes you even more produdtive. Get CRM for Qutlook

E7SAVEAS % NEW =i SET ASDEFAULT & REFRESHALL HADVANCED FIND

Microsoft Dynamics CRM Qverv... ~

All leads incurrent fiscal year My Active Cases
Open Opportunities

MNew customer loya...

Zs
= =
& =
2 4
B Event campaign te... =
5 K
g Direct marketing ... 0
s = =
B = =
Ad campaign templ... % %
0o 1 2 3 4 5 @
CountAll (Name) I Low
My Activities
Search for records o
Activity Type Subject Regarding Priority
Task Schedule an appointment with customer (sample) & Maintena,.  High
Task Evaluation Plan agreed upon (sample) Mormal
Phone Call Likes some of cur new products (sample) High

bahrian cool
bahrian

3i2/2014
37377014
3id/7014.
3/5/2014.
3/6/2014.
37 /2014

Day (Created On)

I Mormzl WM High

Start Date Due D
3/4/2014 300 PM
3/5/2014 3:00 PM

3/5/2014 5:00 PM
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Flow User
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Process Driven
People Centric
Results Oriented

b

NAVIGATION

Pre-defined process
best practices
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Easy access to

important data
|

!

OPPORTUNITY
Est. Close Date Est. Revenue Status Owner ™
Contoso 3000 seat u pgra de 2/8/2013 $25,000.00 In Progress Nancy Johnson
v QUALIFY g PROPOSE CLOSE
+ Customer Need Diversify into selling | Identify Competitors mark complete
+ Proposed Solution Sell SKU AX305. |
+ Identify Stakeholders completed -
=
Summary
Topic* Contoso 3000 seat upgrade YAMMER SYSTEM POSTS ACTIVITIES NOTES STAKEHOLDERS +
Contact Maria Campbell What are you working on? Name Role
Account Contoso Pharmaceuticals |84 Jim Glynn Decision Maker ~
-

Purchase Timefrar 3] Maria Campbell Technical Buyer ~

“ Nancy Johnson - Paul C : N -
Currency S Dollar @Terry Adams what is the proposed renewal pricing for Contoso? 4 Pau! Cannon Stakeholder
Budget Amount $16,00000 Reply - Like - View Thread - 42 minutes ago
Purchase Process Committee

i Terry Adams: We're hoping for a 15% upsell this year. Here's the formal proposal. £
®

Current Situation ContosofPricing Proposal

. . Uploadedto All Company ~ Files.
Share prices dropping SALES TEAM +

Name Role
m § Terry Adams Sales Professional ¥

Customer Need
Diversify into selling related products. 38 minutes ago - Reply - Like

Nancy Johnson (log out)

Social collaboration
at the forefront
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Configurable Business
Processes Process Control Customization Tool - sales

LEAD OPPORTUNITY

STAGES +

STEPS Fields

QUALIFY sales stage Sales Stage

Identify Contact Contact

Identify Account Account

Purchase Timeframe Purchase Timeframe
Estimated Budget Budget Amount

Purchase Process Purchase Process

Identify Decision Maker Decision Maker?

Capture Summary Description

Customer Need Customer Need

Proposed Solution Proposed Sclution
Identify Stakeholders

Identify Competitors

Identify Customer Contacts

Identify Competitors

PROPOSE Identify Pursuit Team Identify Pursuit Team

Develop Proposal
Modlfy Stages to Complete Internal Review
suit your business Present Proposal

Develop Proposal
Complete Internal Review

Presented Proposal

Complete Final Proposal Final Proposal Ready

OK

Define actionable

guidelines
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avigation Bar

ACCOUNTS

Interested in Product Designer

Interested in Factory Designer Coho Winery
£59338300 Interested in Plotters Daring Rides
interested in services project Adam Smith

Soté

23438200

Top Opportunities

My Closed Oppartunities in Current Fiscal Year

interested in 30 Pri.. [}
Interested in Produc.. _

interested in 30 Pri... |
interested in Factor... || | |

00000 1,000,000

B Quaity [ 2 Develop B ) Propose I 4 Clote

Est Revenue

Bold Sales Accessones

Reuben Krippner

612013 $234,382.00 Cold
6/18/2013 $182,796.00 50 Warm
172872013 $685,780.00 50 Warm
73172023 $450,000.00 50 Warm
4 4 Pagel

Leads by Source

All Leads

B acvertisement [l Employee Referral I External Referral
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Advance Personalization

- . - bahri: ]
Ais Microsoft Dynamics CRM v #% | SALES v+  Opportunities | v C hah:i?:(m

Get CRM for Outlook

CRM for Qutlook  See how CRM for Outlook makes you even mare productive,

4 NEW [ DELETE ~ o EMAILALINK |~ [ARUNREPORT - [ EXPORTTOEXCEL  ==e

+ My Open Opportunities ~ Search for records o

v Topic Est. Close Date Est. Revenue Contact Account oY & sales pipeline v + O .

& orders of Proguct SKU JJ202 (sample) 492014 §10,00000 Maria Campbel..  Fabrikam, Inc (..

Needs to restock their supply of Product SKU AX305; w... 6/62014 $25,000.00 Sidney Higa (sa... ~Blue Yonder Ar...

Very likely will order 18 Product SKU 1J202 this year (sa. 7972014 $30,000.00 Paul Cannon (s...  Alpine Ski Hou..

They sell many of the same items that we do - need ta ... 81272014 $26000.00 Robert lyon fsa.. Centoso Pharm..

Will be ordering about 110 items of all types (sample] 91102014 $25,00000 Jim Glynn (sam...  Coho Winery (s...

B 1-Quaiify M 2-Develop M 3-Propose

1-50f 5 (0 selected) 14 4 Page T b @ Click on the chart ta perform Drill Down
Aml + & B C D E F G H I J K L M N O P Q R S T U V W X Y Z

Q
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Auditing

L2 (50| iy http://crm2013:5555/ TestCompany/main.aspx#221651121 D - & || iy Account: Advanture Worx -... % 1 A 1%

{g A dashboards Microsoft Dy...

- g — CRM Administrator
Ay Microsoft Dynamics CRM v #f | SALES v  Accounts | v Advanture Worx | v @ Create ez € ey (A 2 2
LN 2]
ACCOUNT
Ad Va ntu re W O rX Annual Revenue Mo. of Employees Owmer”
- - CRM Administ
Audit History
Filter on: All Fields
Changed Date Changed By Event Changed Field Old Value Mew Value [+
3172014 119 AM - CRM Administrator  Update Account Mame Advanture Works Advanture Worx
3/17/2014 1:18 AM CRM Administrator  Audit Enabled
H 4 Page1 b
H

3 B2
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Process Extensibility

L] Workflaw

) While ¥ If no Decision Maker create a task to identify one

Condition If Opportunity:Decision Maker does not contain data, then:
T
e * Create task to identify decision maker
Body
Create: Task View properties

7 Sequence
e ¥ Start Sales Process

If Opportunity:Pipeline Phase does not contain data, then:

L;g SendEmailStepl: Send E-m * Update Opportunity: Pipeline Phase=1-Qualification, Probability=25%
Double-click to view Update: Opportunity View properties

? * Research the prospect to further qualify opportunity

Create: Task View properties

A8 Assign

MextReminder = MextReminder.Add

3 Delay Conditional

branching with
required activities

Visual Studio
Extensibility
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Mobile
Social
Views Web Services
Charts \
DB Tables ,
\ Offline
\
entity gives Reports
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Why Extended CRM?

Reduce Costs g Roll Out Mitigate
Faster

Stay Relevant

g | 4
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X can be any ’claing
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Extended CRM = “Any” Relationship

Management

Asset Property

Management Management
ey |

~—"
L anE

Human
Resources
Management

Fleet
Management

X

Vendor

Relationship

Managegaent
>

1%
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Event
Management

Patient
Relationship
Management

(4

M

Proven by Various Industry and Vertical Leaders
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Topic Date
Overview of Microsoft Dynamics CRM 17t March 2014
What’s new in Microsoft Dynamics CRM 2013 7t April 2014

Session

Personalization in Microsoft Dynamics CRM 2013 28 April 2014

Modules in Microsoft Dynamics CRM 16t May 2014 S C h ed u ‘ e
Installation and Configuration of CRM 2013 30t May 2014
Customization Overview 30t June 2014

SSRS and its Integration with CRM 2013

' 4

28t July 2014




What is Mozzolecn?

MozzoTech is US based software developing firm providing services across the software development
life cycle whether it is product development, custom application development, mobile phone
application development or e-Commerce solutions; and offering IT support and maintenance services,
search engine optimization and social media optimization services.

Application Development Professional Service and Business Process Outsourcing

Consultancy

= Customer Support and Services
= Data Entry/Data Processing
=  Document/Form Management

Custom Application Development Microsoft Dynamics CRM, Ax and GP
Mobile Application Development Deployment and Consultancy

Web.AppIication DIER DIpE Microsoft SharePoint Deployment
Application Support and and Consultancy

Mam.ten.ance - _ Long Term Contract Staffing
Application Migration and Testing Recourse outsourcing

Portal and E-Commerce
Development
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