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ABOUT THIS DOCUMENT

This document has been prepared as a User Guide for Green 4 Basics of CRM 2015.

NON-DISCLOSURE

All information contained in this document is to be treated as confidential information provided for the
purpose of using Green 4 Solutions modules.

COPYRIGHT

© Green 4 Solutions Ltd

While every effort has been made to ensure the accuracy of the information contained in this
publication, the information is supplied without representation or warranty of any kind, is subject to
change without notice and does not represent a commitment on the part of Green 4 Solutions Limited.
Green 4 Solutions Limited therefore, assumes no responsibility and shall have no liability, consequential or
otherwise, of any kind arising from this material or any part thereof, or any supplementary materials
subsequently issued by Green 4 Solutions Limited. Green 4 Solutions Limited has made every effort to
ensure the accuracy of this material.

DOCUMENT CONTROL
Version Initials
V1.0 18/03/2015 This is a new document JW
CONTACT

Any correspondence should be addressed to:
Product Development

Green 4 Solutions Limited
16-17 Midland Court
Cenftral Park

Lutterworth
Leicestershire

LE17 4PN

UK

Phone: +44 (0) 845 508 8149

Email: support@green4solutions.com

Web: www.green4solutions.com
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1. INTRODUCTION

1.1. WHAT IS CRM?

Customer Relationship Management (CRM) is a model of managing a company or organisation’s
customer relationships.

Microsoft Dynamics CRM is a business software application that allows companies of all sizes to
tfrack, manage and report on their customer interactions.

1.2. WHY CRM?

Moving to a CRM system brings with it a number of benefits:

All customer data in a central repository

Emails/phone calls recorded against contact as activities

Targeted communications or email campaigns can be sent to customers

Achieve a 360-degree view of the customer relationship

Automate common business processes to reduce manual tasks

Deliver a more consistent customer experience by streamlining customer interactions

Enable executives to measure and report on key metrics related to their business so they can
make better business decisions

+ 44 (0) 845 508 8149 | support@green4dsolutions.com | www.green4solutions.com 4|Page
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2. USING CRM

CRM is a very powerful tool, and how we choose to use it can further benefit the productivity of users.
Users can choose to access and navigate through CRM on different platforms. There are two ways of
accessing CRM, through Internet Explorer and through Outlook. Which opftion to use is very much a
business decision and the sections below aim to provide examples of scenarios where one particular user
interface may be more suitable than the other.

2.1. OUTLOOK CLIENT VS INTERNET EXPLORER CLIENT

OUTLOOK CLIENT

Accessing CRM through the Outlook client (sometimes referred to as the Outlook plugin) enables users to
view all their key customer data in one place. This is especially beneficial for users that already spend a
considerable amount of time in Outlook in a typical working day. The table below describes the key
benefits of using the Outlook client.

Function Description

Email Tracking Emails can be directly fracked from the Outlook client, and will be recorded
against the contact or account in CRM

Tracking Appointments can be fracked directly from the Outlook client and converted info

Appointments an activity in CRM, allowing the user to effectively manage their appointments
with clients.

Single A key benefit of the Outlook client is that the user is provided with a single

Application User | application user interface. This means that a user, who regularly utilises Outlook,

Interface can remain in this program without having to open multiple windows.

Conditional Through the Outlook plugin — data can be further enhanced using the conditional

Formatting formatting tool. This allows the user to help organise the data available to them.

Scenario:

An example of a user, or department that would benefit most by using the CRM Outlook plugin would be
Sales. Sales people tend to use Outlook regularly throughout their working day, and the single user
interface would therefore be beneficial to them. The ability to synchronise activities, tfrack emails and
create new contacts and accounts whilst using Outlook, enables the user to streamline their processes
when executing a sales process.

INTERNET EXPLORER CLIENT

Function Description
Speed General navigation of the CRM system is a lot quicker through the Internet Explorer
client.

Syncing of Data Data is synchronised more regularly, whereas accessing through the Outlook plugin
means that data in the CRM is only intermittently synchronised.

All Green 4 All Green 4 modules are available. For example — the Green 4 email marketing tool
Modules is only available through the Internet Explorer client.
available

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 5|Page
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The screenshot below shows how CRM may appear when a user logs in through Internet Explorer:

| WORKPLACE v

ErSAVEAS E% NEW  mSETASDEFAULT & REFRESH ALL HADVANCED FIND

Microsoft Dynamics CRM Social...

sales Pipeline

OpenOpportunities

_ o

£1.50000

B 1-Cualify WM 2-Develop [ 3-Fropose

what's new =

Enter post here POST
All records + | Both Auto posts User posts eg

Andrew Duncan 0 followers
B8 contact Created By System Administrator.
On Andrew Duncan's wall
18/02/2015 13:49 YOU FOLLOW (1)

Chris Theodorson 1 opportunity

B8 contact Created By System Administrator.
On Chris Theodorson's wall
13/02/2015 15:40

JP Medland

E Contact Created By System Administrator,
On JP Medland's wall
22/12/2014 1617

Amy Brown Birthday Party

Opportunity: Created by System Administrator for Contact Emily Brown.
Qn Amy Brown Birthday Party's wall

05/11/2014 1508

e‘l

Emily Brown

BB contoct Created By System Administrator.
On Emily Brown's wall
05/11/2014 1507

Trudi Bissett

Lead: Qualified by System Administrator and converted to Opportunity Christmas Party & Castle
Tour.

On Trudi Bissett's wall

05/11/2014 15:00

a
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Microsoft Dynamics is designed to be used and react in a very similar way to other, maybe more familiar
Microsoft software such as Word or Excel. CRM 2015 works with a drop down menu approach

The images below outlines the key areas of CRM 2015, a description of each area is provided below:

i4 Microsoft Dynamics CRM «  #

‘WORKPLACE v Dashbeards | v

System Administ...

go

E7SAVEAS B% NEW - SET AS DEFAULT & REFRESH ALL HADVANCED FIND

icrosoft Dynamics CRM Social...  ~

Sales Pipeline

Open Opportunities

_il o

" 50000

B 1-Quality [ 2-Develop [ 3-Propose

\.

what's new =

Enter post here

All records ~ | Both Auto posts User posts ez

Andrew Duncan

Contact: Created By System Administrator,
On Andrew Duncan's wall

18/02/2015 13:49

2=}

Chris Theodorson

Contact: Created By System Administrator,
On Chris Theoderson's wall

13/02/2015 15:40

JP Medland

Contact: Created By System Administrator,
On JP Medland's wall

22/12/2014 1617

2=}

Amy Brown Birthday Party

Opportunity: Created by System Administrator for Contact Emily Brown,
On Amy Brown Birthday Party's wall

05/11/2014 15:08

Emily Brown

Contact: Created By System Administrator,
‘On Emily Brown's wall

05/11/2014 15:07

Trudi Bissett

Lead: Qualified by System Administrator and converted to Opportunity Christmas Party & Castle
Tour.

On Trudi Bissett's wall

05/11/2014 15:00

0 followers.

YOU FOLLOW { 1)
1 opportunity

WORK AREA (1)

The work area displays information related to the menu option selected. The work area display will

change depending on which area of CRM the user is working in. The information shown in the example
below is of the Workplace area of CRM 2015. The Workplace page can be customised to a dashboard
view relevant to the user.

EPSAVEAS FLNEW -MSETASDEFAULT & REFRESHALL M) ADVANCED FIND

Microsoft Dynamics CRM Social...  ~

Sales Pipeline

what's new -

180272015 1349
Chris Theodarsan

m Chies Theadorsen's wall
13/02/2015 1540
17 Medland

On JP Medland s wall
27122014 1817

_ Amy Brown Birthday Party

05/11/72014 1508

Emily Brown

' . Bl

05/11/2014 1507
Trudi Bissett

ity B 2-Deveicp I 3-Propose Tour.

Alirccords « | Both Autopests User pasts e
Andrew Duncan
s1aon0s B Contact Crested By System Achministrtor,
On Andrew Duncan's wall
BH  Contact Created By System Admirsstrator,
BH  contact Crested By System Achministrator,
Oppontunity: Created by System Ad
n Amy Erown Birthay Partys

Contact: Created By System Admiristrator,
.

0 v o by Ao an covetd o Opporsaty o Pty & st

rosT

foowars

YOU FOLLOW (1)
1 opportunity

for Contact Emily Brown.
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RIBBON (2)

A ribbon sits above every work area that is opened in CRM 2015. The ribbon will update based upon the
area of CRM the user is in. For example, navigating to contacts will display different ribbon buttons and
tabs than when you navigate to Marketing lists. The purpose of the ribbbon bar is to display the most
common activities to users in relation to where they are in the system. The New button in the ribbon often
appears and is selected when creating a New form.

A Microsoft Dynamics CRM v #Y | WORKPLACE v Dashboards | v

7 SAVEAS 2% NEW = SET AS DEFAULT & REFRESH ALL HAD\"ANCED FIND

NAVIGATION BAR (3)

The navigation bar on the top of CRM 2015 allows users to select a relevant tab for an area to work in by
either clicking or hovering over the Microsoft Dynamics CRM heading in the left hand corner. Hovering
over this heading displays the list of entities available to work in i.e. Sales, Product Management, and
Venue Management etc. By selecting the small arrow on the far right of the list, it is possible to scroll
across the list of entities available.

As you select an entity, the Navigation Bar displays the selection or breadcrumb trail of what has been
selected. In the example below, the selection shows Workplace and Dashboards. This enables easy
navigation back to a previous area.

System Administ...

IA Microsoft Dynamics CRM uI ft | WORKPLACE v  Dashboards | v @ Create 0

..‘ : i i
MARKETING LOYNLTY BOOKINGS PRODUCT MANAGEM...

[

WORKPLACE

Hover over or click
here to display
your work areas.

Select the home
button to return fo
the home page of

Breadcrumb frail
showing menu
options selected.

Use the small
arrow to scroll
across fo more

CRM. areas.

Upon selecting the area that you are going to work in from the Navigation Bar, items related to that area
will be displayed. For example, as shown below, by hovering over or clicking on Sales, all related items to
Sales are displayed such as Leads, Opportunities, Accounts, and Contacts etc.

System Administ...
@ Create ¥s

go

o — = & T
o > '0 > D.“ & v = e
LEADS OPPORTUNITIES MARKETING LISTS COMPETITORS PRODUCTS

1<
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VIEWS

A view is a filter that can be applied to a list of records. Users can create and choose different views that
contain all activities of a particular type. This allows users to change what data is displayed whilst working
in different areas, this allows the user to quickly monitor information relevant to their role. The screen shot

below provides an example of how different views can be selected:

Microsoft Dynamics CRM Social... D‘

System Dashboards

Customer Service Operations Dashboard
Customer Service Performance Dashboard

Customer Service Representative Dashboard

Customer Service Representative Social Dashboa..,

Marketing Dashboard seleCT The SmO”

arrow that is
displayed next to
each main
heading to
change the view.

Marketing Social Dashboard

Microsoft Dynamics CRM Cwverview
Microsoft Dynamics CRM Social Overview
Sales Activity Dashbeard

Sales Activity Social Dashboard

Sales Dashooard

Sales Performance Dashboard

An example when the view may need to be changed is if you want to see any deactivated Products,
Fixtures or Series etc. This allows any deactivated forms to be viewed and potentially reactivated.

FORMS

When arecord is opened in CRM (i.e. a Contact, Account, Bookable Products) an additional ‘Form’ is
opened with more detailed content regarding the entity selected. The form functions in a similar way to
the basic CRM interface and includes the Navigation Bar and the Ribbon. A New form is displayed each
fime New is selected in the ribbon, for example to create a new Contact, Bookable Product, Series or
Fixture a new form will be displayed for information to be entered into. Below is an example of a CRM
form:

System Administ__

gt

+ MEW  [3 DEACTIVATE &3 COMNECT ~  [GaADD TO MARKETING LIST 22 ASSIGN o EMAILALINK X DELETE  wes + 4 A
CoNTACT ¥
Catherine Perryman e
Summary &
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
& Gresn 4 Solutions
Full Name * Catherine Perryman Enter post here PosT
Job Tide Project Manager Both Auto posts User posts RECENT CASES + B
Parent Customer & Greend Solutions
) Catherine Perryma Case Title Priority 4 Status 4 Created On
E-mail catherine pemyman@greendsolutions com Contact: Created 8y First name Last name.
- - On Cathering Perryman's wall Mo Case records found.
Business Phone it
Mokile Paone 07388 600 276
Fax -
Prefemed Mathod o E-mail
Address
RECENT OPPORTUNITIES + =
Topic Staws 4 Aozl Close Da. Actual Revenue... Es
Mo Opportunity records found.
< >
Details
PERSONAL MARKETING BILLING
Pound Sterling
Send No
v
” - CONTACT PREFERENCES

+ 44 (0) 845 508 8149 | support@green4dsolutions.com | www.green4solutions.com 9|Page



.@
S OLUTIONS

To select related areas to that form, click on or hover over the small arrow next to the name of the form in
the Navigation Bar as shown below. The Common related areas will display.

Ait Microsoft Dynamics CRM ~  # | SALFS «  Contacts |« Catherine Perryman !

Comman

= L2 — — — —
= - = u- u- u- m
s = i i o i

ACTIVITIES CONNECTIONS AUDIT HISTORY COMMUNICATION ACTvI.. [l LOGIN AUDITS IMPORTED ITEMS ACCESS CONTROLS

SAVING IN CRM

When you create a new form, you will have to save the record for the first fime manually using the Save
or Save & Close options in the ribbon. Once the record has been saved, auto save will begin and any
changes made to the record will be saved every 30 seconds after a field has been modified. However it
is still always possible to save a form at any time by selecting the small save icon that is displayed in the
bottom right hand corner of every form.

Ay Microsoft Dynamics CRM v #% | WORKPLACE v  Contacts | v New Contact

BHsave g'saveaclose |4 new  EE FORM

i ) [ ] System Administ...
Ay Microsoft Dynamics CRM v #% | WORKPLACE v Contacts | v Catherine Perryman | v @ Create =
+ NEw  [§ DEACTIVATE &3 CONNECT | + [ ADDTOMARKETINGLIST &3 ASSIGN e EMAILALINK X DELETE  »ss A b am
CONTACT ~
. N
Catherine Perryman
System Adm
Summary )
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
B Green 4 Solutions
Full Name™ Catherine Perryman Enter post here POST
Job Title Project Manager Both Auto posts User posts RECENT CASES +
Parent Customer =i Green 4 Solutions "
& Catherine Perryman Case Title Priority Status 4
E-mail catherine perryman@greendsolutions.com BH  contact Created By First name Last name.

On Catherine Perryman's wal Ne Case records found.

Business Phone 24/10/2014 09:00

Mabile Phone 07889 600 276
Fax
Preferred Method o E-mail
Address - < >
Select the Save icon to
ATACE%TEA T ma nUO”y save any RECENT OPPORTUNITIES +

changes made to the
forms. Changes will be
The specified credentials are invalid. You can sign up for a free
developer account at http://www.bingmapsportal.com OUTO sOVed every 30
seconds.

Topic Status Actual Close D

No Opportunity records found.

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 10 |
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3. ACCOUNT AND CONTACT MANAGEMENT

3.1. WHAT IS A CONTACT?

The official Microsoft definition...
A person who represents a customer or potential customer, or an individual related to an account
Examples:
* Anindividual who has bought tickets from you
* Anindividual who has signed up for your club’s e-newsletter
+ The person you contact to discuss a local company sponsoring the team
» The school tfeacher you contact to discuss a school visit

Contacts as well as accounts are central to organisations and CRM and are used in conjunction with one
another to create a 360 degree view of the customer. This data is vitally important to enable businesses
fo improve the quality and satisfaction of every customer interaction, maximising profitability of customer
relationships.

It is therefore vitally important that the contact form is kept as up to date as possible. Organisations
should have clear processes in place that provide users with an understanding of what data is required
and the reasons why. All intferactions with a contact should be tracked against it using activities and
notes, and any opportunity to enhance contact data should be taken.

Below are some examples highlighting the importance of contact data quality in different areas of an
organisation:

1) A salesperson needs to contact a prospective client for Match day hospitality. Prior to contact
the user should check the contact form to review previous notes or closed activities. This is to
ensure that any complaints or important information isn't overlooked; as well as helping the
salesperson have a better chance of selling hospitality.

2) A marketing manager wants to communicate via email with all fans who have purchased a
ticket for a game at the weekend. If at the fime of the sale, the ticket office assistant only fook
minimal contact information (i.e. last name and postal address), the marketing manager would
not be able to communicate with this fan by email, and the message, that may have been vital
in retaining the fans support, will be lost.

Below is a step by step guide to creating a new contact:

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Workplace from the drop
down list of the Navigation Bar.

System Administ...
g0

® cene -
™
WORKPLALE SALES MARKETING LOYALTY BOOKINGS PRODUCT MANAGEM... VENUE MANAGEMENT

Ais Microsoft Dynamics CRM v [ SIS LUCTF Yo VRN s EE At B

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 11 |
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b) Hover over the Workplace tab to display the related entities. Scroll across the drop down row of
related areas and select Contacts.

Dashboards | v

System Administ...
Create g0

Ais Microsoft Dynamics CRM ~ iy [RISETCIYS 2%

Customers

g =0
: q i . = v
ARTICLES REPORTS. ANNOUNCEMENTS ACCOUNTS

c) The Contact View with the list of My Active Contacts will be displayed. Select New in the ribbon.

# | WORKPLACE v  Contacts | v

At Microsoft Dynamics CRM +

+ mEw | DELETE | + [ COPYAUNK | ~ e EMAILALINK ' ~ [ RUNREPORT > [ EXPORTTOEXCEL iy IMPORT O

+ My Active Contacts ~

James Wall

James.Wall@greendsolutio...

~  Full Mame & E-mail Parent Customer Business Phone
Amy Coote CAmy@gd.com Beachwood 5chool 0823461123
Andy King Kingy@gd.co.uk Frampton College 073671240
Annabelle Lane Alzne@gd.com Stanley Moore Secondary... 8333412
Catherine Perryman catherine.perryman@gree...  Green 4 Solutions
Charlotte Wright R.Charlotte@g.4.com Hill Field Primary Scheol 2331234
Danny Drinkwater D.Drinks@g4.couk Huntington Primary School 0833724563
Elizabeth Atherton LAtherton@gd.com Listers Secondary School 1458436

Green 4 Solutions

d) A blank Contact Form will be displayed. You must enter all of the mandatory fields (all fields with a
red asterisk) and any fields marked with a blue cross are recommended fields but do not have to
be completed. As the field is selected, an outline to the field will appear.

Ait Microsoft Dynamics CRM +  #% | WORKPLACE Contacts ~  New Contact @ Create
H save QSM{E&CLDSE + NEW S FORM
CONTACT ™
New Contact i
Summary
CONTACT INFORMATION First Name* -(-cmpany
Full bame * Last Name* - 2T
lob Titke - RECENT CASES
Parent Customer pare F— p——
Eemail : —
Businass Phone
Mobile Phone
Fax - RECENT OPPORTUNITIES
Prefened Method o Any Topic Status A Actual Closa Da.. Actual Revenus._
Address
AMERICA
The specified credentials are invalid. You can sign ug for 2 fres developer sccount at
http:/fwww bingmapsportal com
Details
PERSONAL MARKETING BILLING
Gender - Originating Lead - Currency Pound Steding
Marital Status - LastCampaign Date @ — Credit Limit -
Spouse/Partner Nar Marketing Materials Send Credit Hold No
Birthday - Payment Terms
Anniversany (CONTACT PREFERENCES
e) Click Save and Close on the ribbon. The new contact is now saved in CRM.
. . .
+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 12 |
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3.2. WHAT IS AN ACCOUNT?

The official Microsoft definition...

Organisation or business to which the salesperson tries to sell a product or service. The company
billed in business transactions.

Examples:
» The school who has provided tfeam mascofts
+ The Company who have hired a hospitality suite for a match day
» The charity who you are supporting through community projects

In much the same way as contacts, gathering as much accurate information relating to an account is
vital to ensuring an efficient and well informed approach to future interactions and again maximising the
profitability of the relationship with an organisation.

Below is a step by step guide to creating a new account:

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Workplace from the drop
down list of the Navigation Bar.

System Administ...

Aii Microsoft Dynamics CRM v [ SERTV UG Yo SR e N e S @Create

go
© o o
D S
WORKPLACE MARKETING LOYALTY BOOKINGS PRODUCT MANAGEM... VENUE MANAGEMENT
A

b) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar, scroll
across the drop down row of related areas before selecting Accounts.

. . System Administ...
Al Microsoft Dynamics CRM ~  #y  [EWeLTGINNGRYN Dashboards | v @Cmate gfm i

Customers

< ¥ E‘ v 22 v
ARTICLES REPORTS ANNOUNCEMENTS CONTACTS

c) The Account View will be displayed. Select New on the ribbon.

Ay Microsoft Dynamics CRM v #% | WORKPLACE v  Accounts | v

+ nEw | DELETE |+ [ COPYAUNK |~ e EMAILALNK| » [P RUNREPORT = ([ EXPORTTOEXCEL [ IMPORTDATA | = =es
+ My Active Accounts ~
« | Account Name Main Phone Address 1: City Primary Contact E-mail (Primary Contact)
Beachwood School 2739902 Beachwood Amy Coote Camy@gd.com
Frampton College 0923648 Frampton Andy King Kingy@gd.co.uk
Green 4 Solutions 08455 05858 149 Lutterworth
Hill Field Primary Scheol 2845238 Harberough Meil Back Back@green4solutions.com
Huntington Primary School 45457245 Londaon Danny Drinkwater D.Drinks@gd.couk
Listers Secondary School 4562673 Lichfield Elizabeth Atherton LAtherton@gd.com
Littlebrooke Schocl 8926387 Leicester Jamie Vardy Lvardy@G4.com
Loftcape School 5357812 Derby Rachel Mchugh R.Mchugh@g4.com
Reckington College 73128532 Mewbury Michelle Harvey HeadHarvey@gd.com
+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 13 |
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An Account Form will be displayed. Again, you must enter all of the mandatory fields (all fields
with a red asterisk) and any fields marked with a blue cross are recommended fields but do not
have to be completed. As the field is selected, an outline to the field will appear.

it Microsoft Dynamics CRM ~  #Y | WORKPLACE v

New Account

@ create

System Administ__
(3

HsAVE EJSAVEACIOSE + NEW [3)FORM

ACCOUNT =

New Account

Annual Revenue

No. of Employees Owner*

Summary
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Brimary Cantact
Account Name * Enter post here POST.
Phons Both Autoposts User posts CONTACTS
Fax
We didn't find any posts. Full Mame Emai
Website
Parent Account
Ticker Symbol
ADDRESS
RECENT OPPORTUNITIES
e Topic Stas Actual Close Da.. Actusl Revenuz... B
AMERICA
The specified credentials are invalid. You can sign up for 2 free developer account at
hapyfuvw bingmzpsportal.com
RECENT CASES
Sttus Case Title
Details
COMPANY PROFILE MARKETING BILLNG
Industry Originating Lead Cumency Pound Sterfing
SIC Code Last Campign Date. @~ Cradit Limit -
Cwmership Marksting Materizls ___ Send Credit Hold No

Click Save and Close on the ribbon. The new account is now saved in CRM.

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com
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3.3. BUILDING RELATIONSHIPS

Not every company or organisatfion is the same, and understanding the relationships and connections
within an organisation can benefit sales and customer service. CRM allows users to build relationships
between accounts and contacts, therefore allowing you to reflect the real-life relationships your
organisation may encounter.

Linking contacts with accounts is vital for effective communication with contacts. For example, a Primary
Contact for an account is likely to be the person who will make the decision regarding a sale, or the
person to contact regarding a particular issue. By linking this contact to the account, the end user has all
the information in one place and doesn’t have to go searching through the system. When opening the
Primary Contact, their role is easily visible — allowing the user to understand whether or not the contact is
an appropriate recipient for your message.

Below is an example of how contacts may be linked to accounts:

Parent
Account
| | : 1
Contact Sub Contact
Account

Sub
Account

| | . 1
l Contact \ l Contact \

Below is a step by step guide to creating a link between a Contact and an Account:

Contact

a) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar, scroll
across the drop down row of related areas before selecting Contacts.

System Administ...
go

Aiy Microsoft Dynamics CRM vt [EWeLVCINYG MY Dashboards | v @Create

Customers

; =
< v 1‘ > L v @ 4
ARTICLES REPORTS. ANNCUNCEMENTS ACCOUNTS CONTACTS

b) Select the view Active Contacts and search for the relevant contact using the search bar in the
top right hand corner of the contact view.

- . System Administ...
Ay Microsoft Dynamics CRM ~  #% | WORKPLACE v Contacts | v @ Create g?m i

4 NEw W DELETE |+ [ COPYALINK |+ e EMAILAUNK | v [IRUNREPORT~ [ EXPORTTOEXCEL [ IMPORTDATA =

~ My Active Contacts » | seocn o cecores

~  Full Name E-mail Parent Customer Business Phone v f1
Amy Coote CAmy@gé.com Beachwood School 0823461123 A
Andy King Kingy@g4.co.uk Frampten College 073671240
Annabelle Lane Alane@gd.com Stanley Moore Secondary... 8333412

P . .
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c) Double click on the contact and the Contact form should appear.

d) On the Contact form there will be a field called Parent Customer, click the look up button.

. . ~ N System Administ...
Aif Microsoft Dynamics CRM v % | WORKPLACE v  Contacts | v Catherine Perryman | v ('B Create g0
4 new  [§ DEACTIVATE &3 COMMECT |+  [FMADDTO MARKETING LIST S8 ASSIGN 3 EMAILALINK X DELETE  »=» T ¥ oA
CONTACT ™
Catherine Perryman F
System Adm
Summary "
CONTACT INFORMATION POSTS ACTIVITIES NOTES Company
Full Name™ Catherine Perryman Enter post here PosT
Job Title Project Manager Both Auto posts User posts RECENT CASES +
I Parent Cust - i
——— | Catherine Perryman Case Title Priority Status 4
E-mail catherine.perryman@greendsolutions.com BS  contact: Created By First name Last name.
Bucinese Phone B On Catherine Perryman’s wall No Case records found.
24/10/2014 09:00
Mobile Phone 07289 600 276
Fax
Preferred Method o E-mail
Address - < >

e) This will display a list of 10 Accounts. If the account that you would like the contact to be related
to is displayed in this list select it. If not, select the Look Up More Records option, this will allow you
to search for the relevant account you wish to associate the contact with.

f) If the Account does not exist, select the + New icon and capture the Account details.

CONTACT INFORMATION POST
Full Name * Catherine Perryman Enter
Job Title Project Manager Both
Parent Customer D

E-mail & Huntington Primary School &

98451245 fa)
Business Phaone
& Listers Secondary School

Mobile Phone 4562673

Fax B Littlebrooke School
8926387
Preferred Method o
& Loftcape School
Address 5357812

& Rockingten College

HeadHarvey@g4.com 073128532
NORTH
. & Saunders College
anERlLA K.B@G4.com 08993234..
Lock Up More Records (V]
10 results + New

The specified credentials are invalid. You can sign up for a free
developer account at http://www.bingmapsportal.com

g) Once the account you wish to associate with this contact is found or added, select it and click
Add.
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Look Up Record x

Enter your search criteria,

Look for Account ﬂ [ show only My Records
Look in  Account Lookup View ﬂ
Search | Search for records jol
Account Name Email o
~  Green 4 Solutions ~

Hill Field Primary Schoal
Beachwood School
Frampton College
Huntington Primary School
Littlebrocke School

Stanlev Moore Secandary School

1-120f 12 (1 selected) Page 1

Mew Add Cancel

h) You will be automatically returned to the Contact form, and the Parent Account field should now
have the appropriate account occupied.

i) Click Save.
Below is a step by step guide to creating a link between an Account and a Primary Contact:

a) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar, scroll
across the drop down row of related areas before selecting Accounts.

System Administ...

Mg Microsoft Dynamics CRM vt [RIISLUGIVNS R Dashboards | v @Cmat@ P

< ¥ E ¥
ARTICLES REPORTS ANNOUNCEMENTS

ACCOUNTS CONTACTS

b) Select the view Active Accounts and search for the relevant contact using the search bar in the
top right hand corner of the contact view.

- . System Administ...
Ais Microsoft Dynamics CRM v #Y | WORKPLACE v  Accounts | v @ create gf

=+ NEW I DELETE v [ COPYALNK |~ e EMAILALINK| v [ RUNREPORT~ @ EXPORTTOEXCEL il IMPORT DATA | ~

+ My Active Accounts ¥ |! |l

v Account Name 4 Mzin Phone Address 1: City Primary Contact E-mail (Primary Contact) Y =z
Beachwiood School 2739302 Beachwood Amy Coote CAmy@g4.com
Frampten College 0923648 Frampton Andy King Kingy®g4.co.uk
Green 4 Solutions 08455088 149 Lutterworth
Hill Field Primary School 0948239 Harberough Neil Back Back@greendsolutions.com

c) Double click on the Account and the Account form should appear.

d) On the Account form there will be a field called Primary Contact, click the look up button.

. . System Administ.
ik Microsoft Dynamics CRM vt | WORKPLACE v Accounts | v Green 4 Solutions | v @Create g’f

=4 NEW [ DEACTIVATE &3 CONNECT |~ [FADD TO MARKETING LIST S8 ASSIGN e EMAILALINK X DELETE  »ee s 4 =

ACCOUNT ~

Green 4 Solutions

Annual Revenue

No. of Employees | Owner*

System Admi
Summary ~
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES Primary Contact
Account Name * Green 4 Solutions Enter post here POST -
Phone 08455 088 149 Both Auto posts User posts CONTACTS +
+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 17 |
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e) This will display a list of active Contacts. If the account that you would like the contact to be
related to is displayed in this list select it, if not, choose the Look Up More Records opfion. This will
allow you to search for the relevant account you wish to associate the contact with.

Primary Contact

BB Catherine Perryman
Green 4 Solutions

B James Wall
Green 4 Solutions

B lenny Murphy
Green 4 Solutions

B loe Walker
Green 4 Solutions

Lock Up More Records

4 results

jo

+ Mew

f) Search for the Contact you wish to associate with this Account, select it and click Add.

Look Up Record

Enter your search criteria,

Look for |Contact
Look in | Active Contacts

Search | Search for records

Full Name

7 Amy Coote
Andy King
Annabelle Lane
Catherine Perryman
Charlotte Wright
Danny Drinkwater

Elizabeth Atherton

1-220f 22 {1 selected)

New

[ show Only My Records
O Fitter by related Parent Customer

D

E-mail

CAmy@gd.com
Kingy@g4.co.uk
Alzne@gd.com
catherine.peryman@gree...
RCharlotte@g.4.com
D.Drinks@g4.co.uk

LAtherton@g4.com

Page 1

Add Cancel

g) You will be automatically returned to the Account form, and the Primary Contact field should now

have the appropriate contact occupied.

h) Click Save.

To add a contact that isn’t the Primary Contact:

a) With the Account Form open, find the Contacts field which has a small table beneath it. If any
contacts have already been related to this Account, the names of these will be displayed in the

table.

CONTACTS
Full Mame 4~

Catherine Perryman

=+

E-mail

catherine.perryman@gr...

James Wall JamesWall@greendsol..,
Jenny Murphy Jenny.Murphy@greend...
loe Walker joewalker@greendsolu..,
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b) To add a new Contact to the Account select the Plus symbol.

CONTACTS L+l
Full Name E-mail

lCaﬂ'lerine Perryman catherine.perryman@agr...

Jarmes Wall lamesWall@greendsol...

Jenmy Murphy lenny.Murghy@greend...

Joe Walker joewalker@greendsolu...

c) A smaller Contact form will drop down, complete the relevant details before selecting Save.

WORKPLACE ~  Accounts | v Green 4 Solutions | v Cre :‘tcm AdminEE
Contact x
Details Contact Information Address
First Name * E-mail - Street 1 16-17 Midland Court
Last Name ™ - Mobile Phone - Street 2 Central Park
Job Title Business Phone 08455088 149 City Lutterworth
Parent Customer & Green 4 Solutions Description ZIP/Postal Code LET7 4PN
Save Cancel
d) A new Contact has been created and this new contact is now assigned to the Account.
+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 19 |
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4. ACTIVITIES

Businesses and organisations interact with their customers through different channels using different
techniques. Phone calls, emails, and general tasks are a part of everyday business processes. A key
benefit of a CRM system is that everyday interactions can be recorded and tracked against the relevant
contact or account. This is done through the Activity Management functionality in CRM. Activities allow
users to record and schedule everyday interactions with their clients. These activities can be used to
remind a user of a certain task, or fo assign an activity to another user. Logging interactions with
customers through the activity management tool also allows other users to see the most recent activities
assigned to an account or contact, benefitting the user who may be contacting the customer.

4.1. MY ACTIVITIES

My activities is the area where a user can find all of the activities assigned to them. My activities will
automatically open as soon as Activities is selected from the workplace area of CRM.
Below is a step by step guide to creating a new activity:

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Workplace from the drop
down list of the Navigation Bar.

System Administ...

POAVIEREARIEN NIV # | WORKPLACE v  Dashboards | v @Create g0

[ ] .‘
WORKPLACE SALES MARKETING LOYALTY BOOKINGS PRODUCT MANAGEM... VENUE MANAGEMENT

b) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar, from the
drop down list of related areas select Activities.

. ) System Administ...
444 Microsoft Dynamics CRM +  #y  [RIGLTGCIVYG R Activities | v @Cma‘e ystem Admini

o
o,
] . .
ACTIVITIES CALENDAR IMPORTS DUPLICATE DETECTION

c) The Activities View will be displayed. On the ribbon will be a number of activity options (Task,
email, phone call etc.) Click in the activity you wish to create.

My Work

mE
HE

B

ARTICLES

DASHBOARDS

Aiy Microsoft Dynamics CRM «  #% | WORKPLACE v  Activities | v

A Task & EmMAIL  [] APPOINTMENT | ~ & PHONECALL [E LETTER ¢ FAX  [Sk SERVICE ACTIVITY | ==-

d) An Activity Form relating to your activity type will be displayed. Enter as much information as
possible. The below example shows the activity type form of Phone Call.

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 20 |
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Ai Microsoft Dynamics CRM ~  ft | WORKPLACE v  Activities |  Call Trudi to confir...

' MARK COMPLETE X CLOSE PHONE CALL = CONVERT TO ~ X DELETE &= EMAIL A LINK FORM éﬁASSIGN e

PHOMNE CALL
. . . o+ Priority
Call Trudi to confirm availability for 15th Deceme... Normal
Subjact* Call Trudi to confirm availability for 15th Decemeber
Call From ™ & System Administrator
Call To ™ Special Events
Phone Number 07814452800 Direction Qutgoing
Description

Call Trudi to confirm availability for the 15th December

Regarding
Duration 30

e) Click Save and Close on the ribbon. The new activity is now saved in CRM.

f) To close an activity as complete, on the ribbon, select Mark Complete on the ribbon. This will
identify the activity as Closed (requiring no further action).

it Microsoft Dynamics CRM ~  #% | WORKPLACE v  Activities | v New Phone Call

H save | « MARK COMPLETE | B3 SAVE & CLOSE FORM
g) Tolink the activity to a particular contact or account, select the lookup on the Regarding field.
SUbjECt* o % Beachwood School
Call From ™ 2739902 ~
Call To ™ & Frampton College N
Phone Number % Green 4 Solutions
08455 085 149
Description & Hill Field Primary School
0948239
% Huntington Primary School
98451245
% Listers Secondary School
4562673
. Littl ke School
& Littlebrooke Schoo J— v
et
Regarding ol I

h) Search for the record you wish to assign the task to from either the list of records that
automatically display or select Look Up More Records from the drop down list. Select the record
and click OK.

i) This will return you to the Activity Form, where you can Save.

In much the same way as contacts and accounts, it is important to be as detailed as possible when
completing an activity. The activity may be opened by another user who may be communicating with
the contact or account that the activity is related to.
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5. ADVANCED FIND

Advanced find is a tool in Microsoft Dynamics allows users to look up data based criteria important to
them. The tool allows you to search on mulfiple fields in the primary record type, as well as multiple fields
within a related record.

For example, if a user wanted to search for a contact that had the last name ‘Smith’, they would look for
contacts that had the last name ‘Smith’ and the query would look like this:

Adg Microsoht Dynamics CRM System Administrator (7]

G| ADvANCED FIND e
Save As y =6 AMD
D0 WS, 2 g
@’ Edit Columns [{= Group OR

Query Saved Resulis MNew Clear Download Fetch
Views Edit Properties =L Details XML
Show View Query Debug
Look for: Contacts Use Saved View: [new]
v Last Name Equals smith
Select

This guery would return all contacts that had the last name ‘Smith’.

By adding a related field, the user can search the content of a related record form. For example, if a user
wanted to find out if any of the contacts were associated with an account where the City field on the
account was ‘Lutterworth’, a related field would need to be added to the query:

Adg Microsoft Dynamics CRM System Administrator 7]
ADVANCED FIND 9o oy
Save As 2 = Group AND ;;
@ EE ﬂ E ave < Group .
& Edit Columns (S Group OR
CQuery Saved Results Clear Download Fetch
Views Edit Properties =L Details XML
Showr View CQuery Debug
Look for: Contacts Use Saved View: [new]
W  Last Name Equals Smith
Select
v Parent Customer urit
v Address 1: City Equals Lutterwarth
Select

By doing this, the advanced find will return all the contacts with last name ‘Smith’ and by adding the
related field — the advanced find will then search on the Account form to return the contacts associated
with an account that has a City of ‘Lutterworth’. This is possible when the relationship between the two
contacts already exists.
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5.1. RUNNING AN ADVANCED FIND

To run an Advanced Find in Microsoft CRM:

a) In order torun an advanced find, go to the entity you want to search on (In this example we will
search for contacts, therefore select Contacts from the Navigation Bar).

b) Select the Advanced Find button on the ribbon. This is found by clicking on the more commands
symbol as demonstrated below.

Y | WORKPLACE v  Contacts | v

Ay Microsoft Dynamics CRM ~

4+ WEw T DELETE + [ COPYAUNK | v e EMAILAUNK ~ [ RUNREPORT+ [ EXPORT TO EXCEL iy IMPORT DATA | ~
n Advanced Find
+ My Active Contacts ~ ol Chart Pane v
BB View
~ | Full Name E-mail Parent Customer Business Phone
— EE; MNew System View
Amy Coote CAmy@g4.com Beachwood School 0823461123
E& Customize Entity
Andy King Kingy@g4.co.uk Frampton College Q73671240
fol System Views
Annabelle Lane Alzne@gd.com Stanley Moore Secondary... 8333412

c) The Advanced Find form will be displayed. Select the Details menu option.

M Microsoft Dynamics CRM System Administrator (7]

h ADVAMCED FIND

90 &
=
@ E; ﬂ B save as = Group AND P
o o Re . &= Edit Columns “ = Group OR oo et
ery = SUITE Save 2ar nioa i
Wiews |_:} Edit Properties XML
Shioww View Query Debug
Look for: Contacts ﬂ Use Saved View: Active Confacts ﬂ
w  Status Eguals Active
Select
d) Next, in the Look For drop down menu choose what the Advanced Find is to search for before
choosing in the Use Saved View drop down an appropriate view. In this example as we are
searching for contacts select Look For - Contacts and Use Saved View - Active Contacts.
Ada Microsoft Dynamics CRM System Administrator @
ADVANCED FIND 0o &
-
@ E; ﬂ B save as = Group AND B
& Edit Columns = Group OR é
Query Saved Results Save Download Fetch
Views [} Edit Properties = Details XML
Show Wiew Query Debug
Look for: | Contacts ﬂ| Use Saved View: ﬂl
Status Equals  Active

e) The Advanced Find dialog will be updated as shown below. The search parameters fo the view
will be automatically added but may differ depending on what you are searching for. In this
instance one parameter is automatically listed: Status Equals Active. This means that if the Results
button was selected now, all active contacts would be searched for and found.
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Al Microsoft Dynamics CRM System Administrator @
ADVAMNCED FIND 00 &
@ EE ﬂ ] save s 2 = Group AND <‘§>
[ Edit Columns = Group OR
Cuery  Saved F‘.esulls ] Clear Download Fetch
Views Edit Properties = Details XML
Show View Query Debug
Look for: Contacts Use Saved View: Active Contacts
| v stetus Equals adive |
Select
f) To add additional parameters, to narrow the search click Select (highlighted in the below image)
Ada Microsoft Dynamics CRM System Administrator @
ADVAMNCED FIND Qo o
@ EE ﬂ B save as 2 = Group AND @
= Edit Columns {= Group OR
Query Saved P‘.esults Save lear Download Fetch
Vigws Edit Properties = Details XML
Show View CQuery Debug
Look for:  Contacts Use Saved View: Active Contacts
w  Status Equals Active
I Select I

g) Alist of fields you can search for will be displayed. The list is divided into two section:

e Fields. The top section of the list shows the fields that are part of the record type you are
currently searching on. In this example we can see all the fields that form part of a
contacts record.

¢ Related. The bottom section of the list shows all of the entities that are related to the
current record type. So in this example we see a list of all record types that are related to
a contact.

To use a Field name from the list:

h) Select the appropriate field name from the list. A new row will be added to the Advanced Find as
is shown below. In this example | have chosen birthday. In the middle drop down | am able to
select what the Advanced Find should search for in relation to the birthday, various options can
be chosen. Depending on what field has been chosen, different options will be displayed to
search for.

i Microsoft Dynamics CRM System Administrator ©
ADVAMCED FIND 90 &
@ E |' E B save as J = Group AND <‘§>
o [ Edit Columns = Group OR
Query Saved Resulis Mew Save Clear Download Fetch
Views Edit Properties =5 Details XndL
Show View Query Debug
Look for:  Contacts Use Saved View: Active Contacts
w  Status Eguals Active
| . lBirthoay ~|on [v] cnoose Datd
Select

i) Any further fields can be searched for by again choosing Select and the above process can be
repeated to narrow down your Advanced Find.

24 |
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Once all of your search criteria has been selected, click Results in the ribbon. A list of records
meeting the conditions entered will be displayed.

To return to the search terms, select the Advanced Find tab heading (highlighted below). The
search item previously entered will be redisplayed allowing you to modify the details.

LIST TOOLS M Microsoft Dynamics CRM
FILE ADVANCED FIND COMTACTS
i Mail Merge Unfollow
=
=
— Connect
Mew Edit Send Direct Add to Marketing Quick Asg
Contact Ernail List Campaign Follow Con
Records Collaborate
v Full Name 4 E-mail Parent J
Adam Smith apsmith87 @hotmail.com
Adam Smith adam @greendsolutions.com
Amy Coote CAmy@gd.com Beachw
Andrew Duncan andrew@greendsolutions....
Annabelle Lane Alane@gd.com Stanley
Barbara Green B.Green@gmail.com
Catherine Perryman catherine.perryman@gree..  Green 4
Chris Theodorsen chris.theodorson@greends...
David Powell david.powell@greendsolut...

To use a Related field from the list.

)

Select the appropriate record type from the related section of the list. A new row will be added to
the Advanced Find as shown below. This row will be coloured blue to indicate that it is a related
record type. In this example, the related field of Payment Mandate has been chosen.

i Microsoft Dynamics CRM System Administrator [7]
ADVANCED FIND go o
=
@ Ea 0 ﬂ B save as \_2 = Group AND B
b = Edit Columns {= Group OR \;
Query Saved Resulis Mew Save Clear Download Fetch
Views 53 Edit Properties =X Details XML
Show View Querny Debug
Look for: | Contacts ﬂ Use Saved View: Active Contacts ﬂ
w  Status Equals Active
w  Birthday On or After 08/03/1800
Select
| w Payment Mandates (Contact) l‘
V]

m) To set a search term based on the related entity, click Select below the blue related row. A list of

n)

fields will be displayed and as before the list will be divided into two section.
e Fields. The fields section will list all of the fields from the related record

e Related. The related section will list all of the record types that are related to the current
record type.

Select the appropriate field or related item from the list. A new row will be added to the
Advanced Find dialog. Complete the details of the new row as required, this will differ depending
on what has been selected. As can be seen below Bank Name has been chosen from the list of
Fields in this example.
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h ADVAMCED FIND

= 0!

ﬂ E Save As
Edit Columns
e E

M Microsoft Dynamics CRMVI

=
[£= Group AND S

System Administrator 6
9o &

= Group OR
Query Saved Results Mew e Clear Download Fetch
Views Edit Properties =4 Details XML
Show View Query Debug
Look for;  Contacis Use Saved View: Active Contacts
w  Status Equals Active
w  Birthday On or After 08/03/1500
Select
| w Payment Mandates (Contact
I v Bank Name Equals Santander I
Select

o) To view the results of your search, click Results on the ribbon. A list of records meeting the
conditions will be displayed. Therefore in this example, the results will show all contacts whose
birthdays are on or after 09/03/1900 and have a Payment Mandate created with a Bank Name of

Santander.

p) Itis possible to export the contacts that have been gained from your Advanced Find results by
exporting them to Excel via the Export to Excel button on the ribbon.

LIST TOOLS M Wiceosoft Dynamics CRM System Administrator (7]
lﬁl!’ ADVANCED FIND | CONTACTS 9o @
7,3 Mail Merge Unfollow Share gg
=
-= Connect Copy a Link
Mew Edit Send Direct Add to Marketing Quick Run Start Run P
Contact Email List Campaign Follow Contacts Email a Link Workflow Dialog  Report «f Contacts

Records

Collaborate

Process Data

5.2. EXAMPLES OF ADVANCED FIND SEARCHES

There are many different ways that Advanced Finds can be used to find important data related to your
needs. Below demonstrates a number of Advanced Finds that are commonly used:

£\

Note. The examples shown below are all dependant on how the setup of the system
has been completed and therefore may differ between setups.

a) All Active Season Ticket Holders. This advanced find enables you to find all contact information

related to every Active Season Ticket Holder on your system.

File Advanced Find

@ EE ' ﬂ H [ save As = Group AND
e [& Eeit Columns = Group OR
Query Er?éﬂ Results Mew Save @ B — Clear
Show View Query

Download Fetch
XML

LB

Debug

Look for: |Seat Allocations

Use Saved View: |[new]

~ Series Eguals 2014715 SEASON
Select
|v Booking
+ Booking Status Equals [active:Reserved | ]
Salect
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b) The Number of Season Ticket Holders in each block.

i m T )

Look for: | Seat Allocations ~ Use Saved View:

Number of season ticket holders in each block

Select

|' Series

i

es Equals Leaque 2013-2014

Select

| ~ Booking

v Booking Status Egquals Active:Reserved

Select

‘ ~ Booking Products (Booking
Select

| ~  Product Variant

Select

| v Boockable Product

~ Iype Eauals Series

Select

c) Number of seat moves into a particular block for a certain fixture.

Look for: [Seat Aliocations Use Saved View: [Number of seat moves into Block X for Fixture X
+ Original Seat Allocation  Contains Data
+ Eiture Eausls Bristol City v Crewe Alexan..
+ Block Eauals WEDLOCK STAND:WEDLOC
Select
‘v Booking
+ Booking Status Equals Active
Select

- Booking Products [Booking)
Select

| + Proguct Variant

Select

| v Eookable Proguct

~ Tupe Eguals Eixture

Select

5.3. SAVING AND SHARING AN ADVANCED FIND

Once you have created an Advanced Find you can save the criteria for future use. For example if you
create an Advanced Find to identify bookings for a particular fixture, you can save the search details,

and then when you need to report on the next fixture, you can re-use the search once you have
adjusted the fixture name.

To save and share an Advance Find view complete the following:

a) On the Advanced Find tab with the search terms visible, select Save As from the ribbon.

g Microsoft Dynamics CRM System Administrator @
ADVANCED FIND 90 o
@ ' - @]
E s E [ Edit Columns {S Group OR
Query Saved Results Mew Save Clear Download Fetch
Views S Edit Properties = Details ML
Show View Query Debug

b) Choose an appropriate name and click Save. The view will be saved and can be accessed from
the dropdown below the ribbon on the Advanced Find dialog.

Save as new View x

The view is stored in the list of saved views.

Name *

Description

Save Cancel
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c) To Share your view with other users, select Saved Views from the ribbon of the Advanced Find

Form.
g Microsoft Dynamics CRM System Administrator 9
(ED FIND 90 &
E ' E | save as .Q [£= Group AND
. & Edit Columns {= Group OR
Que Saved [Results MNew Save Clear Dowmload Fetch
Views 55 Edit Properties =4 Details XML
View Query Debug

d) Select the view you wish to share, and select Share from the ribbon.

e) A new window will open; select Add user/team from the navigational panel on the left of the
form.

f)  Add the user(s) you wish to share with and click OK.

g) Select the relevant permissions you wish the user to have, and click OK
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6. MARKETING LISTS

The Marketing List option allows you to create either a static or dynamic list of contacts, accounts or
leads.

A dynamic Marketing List will update whenever the data in CRM does. For example, if a dynamic
Marketing List is set up with all contacts with an email addresses added, if there was an import of 5,000
additional contacts with email addresses — they would automatically be added to the Marketing List.

Static Marketing Lists work in the opposite way to dynamic lists. Once the group has been created, they
will not update, regardless of the data in CRM.

Marketing Lists utilise the Advanced Find functionality within CRM:
e Advanced queries can be executed to extract a certain segment of members
e Queries (views) can be saved and shared with other users
e Lookups can be used to add particular members
e Advanced find can be used to remove and evaluate members in the list

A group of contacts in a marketing list can be used in campaigns. For example, a Marketing List may be
created with the end goal of targeting these particular contacts with a telesales campaign. The
marketing list can be assigned o this campaign and a list of phone calls generated against the contacts.
Marketing lists can also be added to email marketing audiences in order to distribute email campaigns.
Members captured by the Marketing List can also be exported to Excel, which may be important if the
data requires cleansing.

6.1. CREATING A MARKETING LIST

To create a Marketing List:

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Marketing from the drop
down list of the Navigation Bar.

System Administ...
go

] a - l‘
WORKPLACE SALES MARKF”NG LOYALTY BOOKINGS PRODUCT MANAGEM... VENUE MANAGEMENT

A Microsoft DIENISYCIN Y | WORKPLACE v  Dashboards | v @Create

b) Inthe Marketing area of Microsoft CRM, select the Marketing List tab in the Navigation Bar, from
the drop down list of related areas select Marketing Lists.

System Administ...
Ais Microsoft Dynamics CRM v MARKETING v [MIEELENEY @Cr&at& g?m i

Unknown23

B um
2] N (e ) ix . I
LEADS ACCOUNTS CONTACTS MARKETING LISTS CAMPAIGNS PRODUCTS SALES LITERATURE

c) The Marketing Lists View will be displayed. Select New on the ribbon.
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Ais Microsoft Dynamics CRM v+ #% | MARKETING v  Marketing Lists | v

=+ new | WD DELETE | + [ COPYALINK | * e EMAILALNK ~ [FRUNREPORT* [ EXPORTTOEXCEL iy IMPORTDATA | v s

+ My Active Marketing Lists ~

Name Type Marketing List M... Last Used On Purpose

d) The Marketing Lists Form will be displayed. Enter a Name for the list before selecting the Member
Type, Type of Marketing List and who the marketing list is to be Targeted At. Select Save on the
ribbon.

System Administ...
g0

Ay Microsoft Dynamics CRM v #% | MARKETING v  Marketing Lists | v Dragon Bay Marketi... | v @ Create

=+ New  [§ DEACTIVATE [ DELETE &g MANAGE MEMBERS S3ASSIGN {JSHARE S EMAILALINK === v Al

MARKETING LIST : INFORMATION ™

Dragon Bay Marketing List

General
Name * Dragon Bay Marketing List Targeted At™ B Contact
Type™® Static Is Members List No
Purpose
Source - Is Subscription
Currency Pound Steriin Modified On B 17/03/2015 10:42
Cost
Locked No Last Used On & -
Owner ™ & System Administrator
Description
Description

e) Select the small arrow next to the marketing list’'s name in the Navigation Bar. This will display the
Marketing List's common related areas. Select Marketing List Members. This will allow you to
confrol who is to be a part of the Marketing List.

Ay Microsoft Dynamics CRM «  #% | MARKETING v  Marketing Lists | v+  Dragon Bay Marketi... '

Commaon

Fa s o

MARKETING LIST MEMBERS CONNECTIONS AUDIT HISTORY COMMUMNICATION AUDIE...

f) Select Manage Members on the ribbon.

At Microsoft Dynamics CRM « % | MARKETING v  Marketing Lists | v Dragon Bay Marketi... | v

MARKETING LIST - INFORMATION =

Dragon Bay Marketing List

Contact Associated View ~

&3 MANAGE MEMEBERS[| [F] RUM REPORT ~ {3 EXPORT MARKETING LIST...

~ | Full Name Business Phone
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g) Use the Manage Members dialog fo add members to the list. There are a number of ways to add
members, it is possible to:

¢ Add using Lookup. Select if you would like to simply add contacts to the Marketing List.

e Add Using Advanced Find. Select if you would like to add contacts to the Marketing List
based on a certain search criteria.

The Manage Members dialogue also allows members to be removed from the Marketing List:

e Removing using Advanced Find. Select if you would like to remove contacts from the
Marketing List based on a certain search criteria.

e Evaluate using Advanced Find. Select if you would like to evaluate which contacts to
keep in the Marketing List based on a certain search criteria. This can be used to update
the Marketing List.

Manage Members x

Choose how you want to find customers, and then add or remove these
as members to the marketing list.

How do you want to find members?
':::' Add using Lookup
Find members to add to marketing list.
(") Add using Advanced Find
Find members to add based on search criteria.

'C:' Remove using Advanced Find

Find members to remove based on search criteria.

':::' Evaluate using Advanced Find

Evaluate which members to keep in the marketing list based on search
criteria. Update the marketing list

Cancel

h) Once the listis complete, select Save.

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 31|
Page



S OLUTIONS

7. REPORTING

There are a number of built in reports within CRM that allow users and organisations to build detailed
analysis on general performance. Example reports include reporting on the effectiveness of a
communication, measuring sales performance, evaluating the quality of contact or account data, etc.
Reporting is vitally important for organisations and provides the ability to feedback on areas such as
profitability and ROI. Line managers may also wish to run reports to measure performance of their staff. In
addition to the standard CRM reports, reports can be modified and built through the reports wizard.

7.1. ACCESSING REPORTS

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Workplace from the drop
down list of the Navigation Bar.

b) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar. From
the drop down list of related areas select Reports.

c) Alist of Available Reports will be shown:

iy Microsoft Dynamics CRM v #t | WORKPLACE v  Reports | v (‘B Create :fm" Aominist—.
+ NEw T DELETE |~ [N COPYALNK |~ e EMALAUNK ~ {3 EXPORTTOEXCEL i IMPORTDATA ~ i ADVANCEDFIND  *++ ¥
+ Available Repor‘[s v Searen for recoras o
~/ Name A Report Type: Modified On Description rY 2
»  Account Distribution Reporting Servic..  25/10/2014 03:13  Identify pattems in top revenue-gen... A~
»  Account Overview Reporting Servic..  25/10/2014 0313 View a ene-page overview of an acco...
»  Account Summary Reporting Servic..  25/10/2014 03:13  View a chronological summary of an...
»  Active Memberships Reporting Servic..  02/03/2015 16:12  View active memberships
¥ Activities Reporting Servic.. 25/10/2014 03:14  Display a list of activities.
¥ Away Ticket Sales Reporting Servic.. 02/03/2015 16:12  Away Ticket Sales Report
»  Campaign Activity Status Reporting Servic..  25/10/2014 0313 Track campaign activities.
»  Campaign Comparison Reporting Servic..  25/10/2014 0313 Compare two campaigns.
»  Campaign Performance Reporting Servic..  25/10/2014 0313 Track the progress and status of cam...
»  Case Summary Table Reporting Servic..  25/10/2014 03:13  View the patterns in cases.
»  Competitor Win Loss Reporting Servic..  25/10/2014 03:13 Compare how your sales team perfor...
»  Contacts On Hold Reporting Servic.. 02/03/2015 16:12
¥ Cross Sell Products Reporting Servic.. 02/03/2015 16:12  To display cross sell products
»  Green 4 Contact Summary Reporting Servic..  29/09/2014 15:12
»  Invoice Reporting Servic..  25/10/2014 03:14  View an invoice and its line items.
»  Invoice Status Reporting Servic..  25/10/2014 03:13  View your accounts receivable.
»  Lead Source Effectiveness Reporting Servic..  25/10/2014 03:13 Compare your lead sources.
»  Meal Deal Reporting Servic..  02/03/2015 1&:12
b Neglected Accounts Reporting Servic..  25/10/2014.03:13  Identify accounts that have not been... v
»  Neolected Cases Reporting Servic.. 25/10/2014 03:13  Identifv cases that have not been con...

d) Torun areport, double click on the relevant report.
e) The report will open.

Some reports will not require any criteria to be selected and will instantly generate. For other
reports the Report Filtering Criteria view will be displayed. This allows specific criteria to be shown
on the report which can be selected from the drop down. Upon filtering the criteria or if no criteria
needs to be changed, select the Run Report button.

+ 44 (0) 845 508 8149 | support@green4solutions.com | www.green4solutions.com 32|
Page



S OLUTIONS

B @ Help -

Report Filtering Criteria

Campaigns
A cesr | [ Groupann  Jof Group or
v Campaign Equals Enter Value

I

“ @ Help ~

4 41 Jet1 b bl @ [100% v find | Next B, - %) &

Cross Sell Products Report

orgnaiproct——owapprout e Jpree—Jcategors

SL - Heli-Ski - Classic Package 5L - Heli-5ki - Classic Package Adult £825.00 Heli-ski
inc Transfers
Admission - Single Pass Admission - Annual Pass Adult £100.00 Admission
Admission - Single Pass Admission - Annual Pass Child £35.00 Admission
Admission - Single Pass Admission - Annual Pass Family 2+2 £250.00 Admission
Admission - Single Pass Admission - Annual Pass Infant £20.00 Admission
Admission - Single Pass Admission - Annual Pass Senior £35.00 Admission
Admission - Single Pass Admission - Annual Pass Studant £35.00 Admission
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8. DASHBOARDS

To quickly access data, dashboards can be used to allow easy and quick reference to relevant data.
From the dashboard, users can quickly identify and access data relevant to their job role, for example, if
you were a sales manager you may wish to have a view that details all open leads, a view that lists all
open activities and a chart with estimated revenue.

Dashboards will be displayed immediately after a user logs in to CRM when using the Internet Explorer
client, and acts as a type of ‘homepage’. It streamlines processes and prevents a user having to search
through the CRM system to obtain a list of data that can be displayed in the dashboard. It is suggested
that users review their dashboard periodically in order to keep track of any activities that may require
their afttention.

Views can be created to access certain segments or subsets of data from CRM. These views can then be
shared with other users.

System Administ...

Aig Microsoft Dynamics CRM v Y | WORKPLACE v  Dashboards | v g

F» SAVEAS B9 NEW s SETAS DEFAULT & REFRESH ALL HADVANCED FIND Vi

Microsoft Dynamics CRM Social...

I Edit ~
sales Pipeline What S neW d
Open Opportunities

All records + | Both Auto posts User posts ez

Andrew Duncan 0 followers
£1.00000 PH  Contact Created By System Administrator
On Andrew Duncan'’s wall

18/02/2015 13:49 YOU FOLLOW (1)

Chris Theodorson 1 oppertunity

PH  Contact Created By System Administrator.
On Chris Theadorson's wall
13/02/2015 15:40

JP Medland

E Contact: Created By System Administrator.
On JP Medland's wall
22/12/2014 1617

—  Amy Brown Birthday Party
rg Opportunity: Created by System Administrator for Contact Emily Brown.
On Amy Brown Birthday Party's wall
05/11/2014 1508

Emily Brown
BB contact: Created By System Administrator,
On Emily Brown's wall

05/11/2014 1507

Trudi Bissett
((.) Lead: Qualified by System Administrator and converted to Opportunity Christmas Party & Castle
N 1-Qualify [ 2-Develop [ 3-Propose Tour,
On Trudi Bissett's wall
05/11/2014 15:00

8.1. CREATING A NEW DASHBOARD

To create a new dashboard in Microsoft CRM:

a) Select or hover over the Microsoft Dynamics CRM tab before clicking Workplace from the drop
down list of the Navigation Bar.

System Administ...

VRV IEN e e IVIV # | WORKPLACE v Dashboards | v ('B Create z

o 2 i = = T
Fad 'l‘ >
WORKPLACE SALES MARKETING LOYALTY BOOKINGS PRODUCT MANAGEM... VENUE MANAGEMENT
A

b) Inthe Workplace area of Microsoft CRM, select the Workplace tab in the Navigation Bar, from the
drop down list of related areas select Dashboards.
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oft D WORKPLACE ashb e

TNy YOI

ma g‘l‘
- 3 . .
A BOAR ACTIVITIES CALENDAR IMPORTS DUPLICATE DETECTION

c) The Dashboards view will be displayed, with the default dashboard. Select New on the ribbon.

Al Microsoft Dynamics CRM v #% | WORKPLACE v  Dashboards | v @ Create

E» SAVEAS| % NEW | = SET AS DEFAULT & REFRESH ALL HAD\"ANCED FIND

d) The Dashboard form will be displayed prompting you to select a layout. Select a suitable layout
and click Create.

Choose Layout x

Choose a layout as a basic outline to create a dashboard. You can then add or rearrange components in this layout, and also resize it.

<I IIIl ;_—

3-Column 3-Column 4-Column
Regular Dashboard Multi-Fecused Das... Overview Dashboard

I||l|l e |||

3-Column
Regular Dashboard

2-Column 3-Column 3-Column X
Regular Dashboard COverview Dashboard Focused Dashboard This layout can accommodate components

across three columns.

e) Enter a suitable name for the dashboard and click Save.

Ay Microsoft Dynamics CRM v Y | WORKPLACE v  Dashboards | v @ Create

Hsave X close £ EDIT COMPONENT ot CHART

UST @& WEBRESOURCE  [O] IFRAME

I Name: * I

f)  You are now able to modify each section of the dashboard, creating custom views for each
section.
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To do this click one of the 4 icons in each section
. Chart
ll.  List

M. Web resource

V. iFrame

This will open a new window prompting the user to select the relevant data and format.

Add Component x

Choose the component that you want to add to the dashboard.

Record Th
ecord Type Top Customers
i v
Opportunity My OpenOppartunities
View

My Open Opportunities
Chart

Rockington College

0.00 200,00 400.00

Sum (Est Revenug) ()

—

Once all relevant data is selected, click Add to add it to the dashboard, this will return the user to
the dashboard form, where the dashboard can be saved and closed.

Potential Customer

Below the ribbon is a small arrow, highlighted below. To access the dashboard in the Dashboard
View select this arrow and choose your dashboard.

Aiy Microsoft Dynamics CRM v # | WORKPLACE v [DEaler Tt E

E7 SAVEAS % MEW M SET AS DEFAULT & REFRESH ALL HAD\"ANCED FIND

Sales Activity Dashboard ]

System Dashboards

Customer Service Operations Dashboard
Customer Service Performance Dashboard
Customer Service Representative Dashbeoard
Customer Service Representative Social Dashboa...
Marketing Dashboard

Marketing Social Dashboard

Microsoft Dynamics CRM Overview
Microsoft Dynamics CRM Social Ovenview
Sales Activity Dashboard

Sales Activity Social Dashizoard

Sales Dashboard

Sales Performance Dashboard

To set a dashboard to default, when in the Dashboard view. Select Set As Default from the ribbon.
The dashboard will be automatically selected.

Al Microsoft Dynamics CRM v % | WORKPLACE v [EREENSREISE

F7 SAVEAS  B% NEW |- SET AS DEFAULT | & REFRESH ALL HAD\"ANCED FIND

*End of Document*
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