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WHY use - Microsoft Dynamics CRM

Over 15,500 customers

from small to enterprise

Over 750,000 users in more

than 80 countries

Global network of software

and services partners

Fast, flexible, and affordable

Full CRM suite of marketing,

sales, and service

Native Office experience for

rapid adoption

Multi-language with more

than 25 languages

Advanced SOA / Web

services architecture



Microsoft’s Vision

Deliver an easier
and more natural
user experience

Deliver highly
configurable workflow
and analytics

Deliver a flexible
platform that
simplifies integration




Microsoft Dynamics CRM
Not just account /contact management

Sales Service

Marketing

Business Application Platform

Rich Platform

@ Deep process automation

@ Easy configuration and
customization

@ Extensible architecture

@ SDK + Web Services

- Sales, Marketing, Service
* Activity Tracking
* Rich Reporting, Analytics




Microsoft

Face to Face

2

%4 360°
. Customer

A View
Configurable ‘ Service-Oriented

Business Processes ' Architecture

Flexible Deployment

A A A

On-Premise/ Configure/ Department/ Single-Tenant/
On-Demand Customize Enterprise Multi-Tenant




Essentials of a Platform

Architscturs DEPLOYMENT Operstions

: Data o SaaS/ On'Premise o Ana'ytics and
* Presentation «  RICH/WEB/MOBI Reporting

* Process LE CLIENTS + Data Lifecycle

_ Management
* Security N
— * Manageability
+ Extensibility




Fast, Productive Sales Force Management
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L Enterprise CRM Scenarios

Support
business
units across
the globe in
different
languages
and
currencies

Aggregate
and analyze
data from
diverse
sources into a
single
customer
view

Benefit from
the best of
the on-
demand and
on-premise
deployment
models

Increase user
adoption of
legacy CRM
and migrate
over time

Reach
beyond the
traditional

boundaries of
CRM




Powered by Microsoft Dynamics CRM

Tight Microsoft Office Integration
* Native Outlook client
» Seamless integration with MS Office
Robust Workflow Capabilities
» Geared for the business user, guided Ul
« The inherent flexibility to use across groups/systems
Seamless Remote Capabilities
* Robust Offline solution
* Multitude of mobile device access options
Ease of Customization and Integration
* Web-Services based, Open API for easy integration
« Architected for easy customization and configuration
Flexible Delivery Options
* Single code base across on-premise, on-demand, hybrid
* Host it internally for ultimate flexibility and control




Why Invest in CRM in aTough Economy?

-Maximize your return on
pyour company'sinvestmentsin
- | sales, service,and marketing
|
|
= Maximize the value of every
existing customerrelationship

- Drive real-time visibility of
all customer-facing processes
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* Introduction to Microsoft Dynamics CRM
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* Planning your Deployment

* Installing Microsoft CRM Server

*  Deployment Options

* Installing Microsoft CRM Outlook client

*  The Microsoft CRM Email Router

© Q&A




What is Microsoft CRM?

“Microsoft Dynamics CRM is a fast, flexible, and affordable
solution; for driving consistent and measurable improvements; in
customer relationship management activities”

* It works the way you do

* It works the way your business does
* It works the way technology should
* Provides the power of choice

* Microsoft Dynamics CRM 4.0 code named Titan




Delivers value for all

Works the Way Works the Way Works the Way
You Do Your Business Technology
Does Should

FAMILIAR  FLEXIBLE FAST




The Technologies

Microsoft CRM integrates and works with the following technologies

Active
Directory

SQL Server &
SRS

NET [ Microsoft Microsoft
Technologies CRM Exchange*




“
//7

Server

Outlook

Data Internet

Migration

Explorer

Mobile

MS Exchange SMTP / POP



The CRM Server

The Microsoft Dynamics CRM Server architecture can be divided into

the following conceptual layers:

* Presentation
* Application
 Platform

- Database




ge Server | ayers

Presentation Layer

* The topmost layer of the Microsoft Dynamics CRM architecture.
¢ These are components through which users can access the CRM Application

Application Layer

* In this layer, most application logic revolves around data validation.
* There is almost no business logic within the application layer.

Platform Layer

* This is where the actual business logic is validated on the server.
e This processing could either be synchronous or asynchronous.

Database Layer
This is the lowest layer in the architecture.

The database layerincludes databases and a well-defined data access layer




* Simplified Active Directory integration

* Environmental Diagnostic Wizard

* Bundled Licensing (Uses PID)

* Microsoft Dynamics CRM product Registration

* Installation Rollback and Repair



Some of the factors affecting requirements planninginclude the
following:

* The number of servers involved and how they are configured

* The fact that Microsoft CRM depends on Microsoft® SQL Server®
2005

* The number of users the Microsoft Dynamics CRM implementation
will support

* The integration of Microsoft Dynamics CRM with the Microsoft
Exchange servers

* The performance of your servers and the local area network
* Networking and security components




The Microsoft Dynamics CRM implementation process should be carefully
performed in phases

Before installing Microsoft Dynamics CRM, analyze your current network
infrastructure

* What hardware and software do you already have?

* What existing hardware and software can be used in your Microsoft
Dynamics CRM implementation?

* What hardware and software must be purchased before installing Microsoft
Dynamics CRM?




Verify your current hardware infrastructure:

Servers:
* Processor
* Memory

Planning your ¢ Hard Drive Space

deployment - Hardware * Client /Server setup
* Networks

Plan for the future when purchasing Hardware




Verify current software components:

* Microsoft Dynamics CRM Server
* Microsoft Dynamics CRM Web Browser client
* Microsoft Dynamics CRM for Office Outlook

* Microsoft Dynamics CRM E-mail Router




Planning Your Deployment —Complete Picture

Processor POW@
|

RAM

I~ ¢

Virtual
Memory

Disk Stora@



Server Support
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Client Support
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Microsoft Dynamics CRM 4.0 Licensing Model

* Microsoft Dynamics uses the Microsoft PID 4.0 licensing engine

Generated license keys are pre-packaged with the product and appear on an orange sticker on
the back of the CD.

* Example: BBH2G-D2VKg-QD4Mg-F63XB-43C33

* Encoded within a PID 4.olicense key is the following information:
+ SKU that was purchased

* Language
+ Version number

¢ Licensetypes:
* Full

« Administrative
* Read-Only




Install from source media with GUI wizard
* Scriptable via command-line arguments and a installation XML file

* Supports both repairing an installation and uninstalling it

Uninstalling CRM does not remove the databases

* Performs pre-requisite checks

Includes the Environment Diagnostic Wizard (EDW)

* Tests the environment and user input for the most common problems that might occur
during setup

* New featurein CRM 4.0is greatly reduced setupissues and support calls




Installing CRM Server

Directly from the installation disk or from installation source on the hard drive

3 Microsoft Dynamics CRM Setup 5]

Microsoft Dynamics CRM 4.0

Install E-mail Router

Install Connector for SQL Server Reporting Services
Install Microsoft Dynamics CRM for Outlook

Install Data Migration Manager

Exit

Release Notes




Update setup package

{{Microsoft Dynamics CRM Setup

Welcome to Microsoft Dynamics CRM Setup /
This wizard helps you install Microsoft Dynamics CRM, A

We strongly recommend that you check for updates before you continue with Setup.

To download updates, click Update installation files. Setup will use the Internet to send the
product name and product version to Microsoft. This information is used only to determine
the appropriate updates. It is not used to personally identify you,

To read more about these updates, or to check for available updates from another
computer, visit http:{/go.microsoft. comffwlink?LinkId=105007&clcid=1033.

Update installation files {(strongly recommended)

'\3 | Do not update installation files

Cancel I




{4 Microsoft Dynamics CRM Setup

License Code Information
Type alicense code in the boxes, and click Next. ‘

The license code is a 25-character alphanumeric code provided at the time of purchase.

License code:
|cu:|<><o |BDHBH |G74H8 |RDYH>< |FI4K4T

The license key that you have entered is for a trial version of Microsoft Dynamics CRM 4.0. After 90
days, the trial period will expire and you will no longer be able to run the program. You must upgrade to a
full version to continue to use the program.

| Nexst > I Cancel I




{4 Microsoft Dynamics CRM Setup

Install Required Components
Ta install the listed required components, click Install. Then, click Next. ‘
_] Component | Status [ Message [
= Microsoft Visual C++ Runtime Installing

Installation pre-requisites

Installing Microsoft Visual C++ Runtime...




,.‘; Microsoft Dynamics CRM Setup

Specify Setup Type ,
Specify the type of installation that you want. A

" Typical

Setup will install both server roles on this computer [recommended).

Setup will let you select the server role that you want to install on this computer.

Type of installation

< Back I Next > I Cancel I




Server Role

,,(; Microsoft Dynamics CRM Setup

Specify Server Roles
Specify the server roles that you want to install on this computer.

X

Server Roles:

This role consists of services that provide users access to data and content. To
run Microsoft Dynamics CRM, you must have at least one computer that is
runhing the Application Server role.

[~ Microsoft Dynamics CRM Platform Server Role

This role consists of the services that are used to process data. To run
Microsoft Dynamics CRM, you must have at least one computer that is running
the Platform Server role.

< Back Next >

LCancel




,,(; Microsoft Dynamics CRM Setup

Specify Deployment Options ,

Specify the Microsoft Dynamics CRM 4.0 deployment and SQL Server computer to use for
this installation.

Create or connect to a deployment:
% Create a new deployment

" Connect to an existing deployment

Enter or select the name of the computer that is running SOL Server to use with the
deployment:

I =]

SQL Server

| < Back I Hezt > | Cancel I




”r; Microsoft Dynamics CRM Setup = =] P

Specify the Organization Name ‘

Specify the name of your organization for this installation of Microsoft Dynamics CRM
Server,

Display name:

IQuality Solutions for Information Technology Pwt. Ltd.

Name:
josIT

Select the base currency for this organization's installation of Microsoft Dynamics
CRM Server. The base currency is used for financial data, such as reporting, profit

Orga niza tion & cUrrency and loss statements, and balance sheets. After the base currency is set, it cannot

. . be changed.

Informatlon IS0 currency code:
||NH Browse... I
Currency name: Currency symbol:
|Hupees |Fis.

Select the organization's collation for this installation of Microsoft CRM Server. The
collation defines comparison and sort-ordering for items. After the collation is set, it
cannot be changed.

SOL Collation:
| Latin1_General_CI_AI |

< Back l Nest > I Cancel




IS Configuration

= Microsoft Dynamics CRM Setup

Select Web Site

Select a Web site for the Web components. A

" Select aWeb site

|Microsofl Dynamics CRM Ll

(¢ Create new Web site

Port Number: |2957‘|

Web site details:

Server bindings: :5555:
Home directory: C:\Program Files\Microsoft Dynamics CRMA\CRMWeb

< Back Next > Cancel |




#= Microsoft Dynamics CRM Setup

Select the Organizational Unit
Select the organizational unit For your organization. ‘

Select an Active Directory organizational unit [OU) to contain the Microsoft Dynamics CRM
System Groups. This organization unit must be in the same domain that Microsoft Dynamics CRM
is being installed to.

Organizational unit:

Microsoft Dynamics CRM Setup 21 x|
Select the organizational unt
= ) ADVWORKS
(2] Domain Contrallers
Ei]icosoncii |
oot |

< Back ezt > LCancel I




= Microsoft Dynamics CRM Setup

System Requirements

Review the results of the verification tasks, To troubleshoot any errors or warnings that ‘
occur, click Help.

I Verification Descriptions and Results |
Microsoft Windows® Operating System
° Microsoft Dynamics CRM Server User Input
o Internet Information Services (I1S)
° Microsoft SAQL Server™
° Microsoft SAQL Server Reporting Services
Active Directory®

Environment Diagnostics

Wizard

Success:44

Warnings:0 .
Errors:0 Details l Help I

< Back Next> Cancel |




Microsoft Dynamics CRM Setup |

Installing Microsoft Dynamics CRM Server
Setup is now installing the Microsoft Dynamics CRM server components. M

Please wait...

Updating component registration

The installation

Lancel I




/- Microsoft Dynamics CRM - Windows Internet Explorer

m v IE] http: ffcrmfQSIT floader. aspx ;I ILive Search
{3 - B) - & - |:hPage - G Tooks - 7

e e (& Microsoft Dynamics CRM

CRM Admin
Quality Solutions for Information Ted ovt, Ltd.

* New Activity ~ NewRecord ~ | GoTo~ Tools~ | [} Advanced Find ¢
Workplace Activities

My Work a |~

{4 Activities ] [ search for records |2| pue: [al > Type: [al =] View: My Actvites |
. [iwies Svew | b @ = | @ X 5 Runworkfon... | More Actons -

@Duzlicate Detection I | Activity Type | subject | Regarding | Priority | startDate a
&Queues

The Installed product 2 s
E Reports

' Announcements e

Customers P
P -]
Personalize Workplace ...

Eﬂ No Activity records are available in this view.

0 of 0 selected. M 4 Pagel b
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Deployment Options




Choose how:

Outlook, browser,
mobile

Choose what:
Software or service

Choose where:
Own it orrent it

Change your mind
any time

Shared code-based
across versions, written
with internet facing
deployments in mind.

Deployment Options: The Power of Choice




Scale up and out easily

Centralized CRM system
Example: ACME, Inc

Work Departments

Line of business functions
Example: ACME Customer Service




Server Roles

Enable a range of scalable configurations

B e ——

A "\
Dedicated
CRM
i CRM Email Router Service
Platform-Only Server
SQL 2005

BizTalk / Integration Server

CRM CRM
Application Server #1 Application Server #2
B
b ® L
Load Balancer External External
System #1 System #2

5 <&

N

Clients Clients




Internet facing Deployment

{yMicrosoft Dynamics CRM Internet Facing Deployment Configuration Tool

File Edit Tools Help

— Authentication Settings
Authentication Strategy Anonymous Key Encryption A
. |IFD+0n Premise =l Jon | Jon =l , :
Microsoft CRM 4.0 has been ~Microsoft Dynamics CRM
b . |t 5 be Web read 7~ IFD Internal Network Address and Subnet Mask
ul Y. - rrr @ :x
165.220.30.1-265.255.254.0 _| Sign In
. . . User name: || |
Using the IFD configuration et | |
tool, the application can be T
easily made available for o |
access from outside the IFD Domain Scheme  IFD App Root Domain IFD SDK Roat Domain E——
or g an | Z at | on I/ S n etW 0o rk : IHTTP ;I Idomain.com |domain.com Contact your Microsoft Dynamics CRM administratar,
AD Domain Scheme AD App Root Domain AD SDK Root Domain
|HTTP ;l |c1mserver:5555 |clmselvel:5555
VPN not required to connect

to CRM application over
internet.




Client Setup

Installing the Outlook client




[@ Inbox - Microsoft Outlook

File Edit View Go Tools Actons
BANew v | g (2§ X | CuReply @R
4di Configure CRM Office Client 3

Client Setup

Installation is significantly
faster as the installation and
configuration are now two
separate steps

.
- Mail =
Once the client is installed o
on th e mac h II"I e, d Iffe I’ent B Microsoft Dynamis CRM 4" Eommunty Technology Preview 3 Office Client Configurati... !E[E| k ! ‘ ﬁ
W f ) th . Connect to Microsoft Dynamics CRM
users can ~con Ig ure elr Select where you want to sign in to Microsoft Dynamics CRM, A

copy.

Users can re-configure
their client at any point
in the future

Connect to Microsoft Dynamics CRM:

% A my company of a partner-hosted site

" With a Microsoft Dynamics CRM Live account

Support for On-pl’emise, " Through a Service Provider &ccess License [SPLA)
Live and hosted

< Back I Next > I Cancel I




“Internal” and “External”

connection
URLs

Multi-org aware (connect
to one)

Check for updates

Configuring the client is
now separate from setup
and is used to “connect”
the user’s client to a CRM
installation and

organization.

Client configuration

Connect to Microsoft Dynamics CRM
Specify the Web addresses to use to connect to the Microsoft Dynamics CRM server,

Intranet address: |htp: /e

[~ Use the same Web address when the system connects over the intemet.

External Web address: |http://crm.|itware.com

{@ Microsoft Dynamics CRM "4" Community Technology Preview 3 Office Client Configuratim™ ||

Select Organization
Choose the organization to use with the Microsoft Dynamics CRM Office Client,

< Back

[ ]

The following organizations are associated with your Microsoft Dynamics CRM account.
%Ielect one of the following organizations to use with Microsoft Dynamics CRM Office
ient:

TestOrg

<Back I Next> I

Cancel




gnostic Wizard” that can
and fix common issues

n calling support, allows
f tracing plus the
ubleshooting File” that
Microsoft support.

Aii Microsoft Dynamics CRM Office Client Diagnostics - Support Mode

Select the check box to enable or disable tracing.

I” Iracing
Tramg cdleo(s a detailed profile of all operations occuring inside Microsoft Dynamics CRM client for
utiook. TI helpful in conversations with support. Eneblim h'actng has a large perfolmmue impact.
st itonly lnr specific problems that are occuriing. Do not f time.

Delete Temporary Microsoft Dynamics CRM Client Files
The Microsoft Dynamics CRM client for Outlook stores temnoraru files necessaru for dailu operation. Deletina

these files can assist troubleshooting YT gl o L o T T !Ell!{
Delete I

Advanced Traubleshoating |
Select a check box o enable ization pracess. Clear th disable it
Troubleshooting File for Support
foyesiating T for Suppo I Address Book Synchronization
ooy e ) Outock ith d crosoft Dynamics CAM so that names and emai
gmbleshwnm issues. Tocreate al atiassos oan by automotiodly resclved.
Create File | IV Qutlook Synchronization
izes Outlook e-mail, appoi tasks, and ith Microsoft Dynamics CRM.

IV Background Send E-Mail
Handles e-mail marked for sending from the Microsoft Dynamics CRM Web application.

IV Background Track E-Mail
Automatically links and creates a record in Microsoft Dynamics CRM for those e-mails that meet criteria that is

setinF

¥ Automatic E-Mail Tagging
Tracks e-mails that are part of & thread tracked in Microsoft Dynamics CRM.

I” Offline Data Updates
4 Microsoft Dynamics CRM Office Client Diagnostics.

Microsoft Dynamics CRM Office Client Diagnostics

Troubleshoot the Client

Microsoft Dynamics CRM Office Client Diagnostics Wizard helps you to identify potential problems, and in
som:‘ cases, can repair the client and provide troubleshooting tips. This process may take up to 15 minutes to
complete.

Support Mode |




The Email Router




Microsoft Dynamics CRM incorporatesemail functionality toassistinthe
management of customer relationships, streamlines and automates
communication channels, and facilitates the teamwork and collaboration of CRM

users.

The Microsoft Dynamics CRM E-mail Router is a software component

that provides aninterface between:

E-mail Router Functionality

Microsoft Dynamics CRM, and

Any one of the following
* Microsoft Exchange Server 2003,

* Microsoft Exchange Server 2007,
* Simple Mail Transfer Protocol (SMTP),or a
* Post Office Protocol (POP3) compliant e-mail server.




Configuring the Email

Router

44 E-mail Router Configuration Manager

Deployments | Users, Queues, and Forward Maiboes |

incoming and outgoing e-mail configurations for users and queues. ‘You can also use the E-mail router
configuration profile.

ter Configuration Manager helps you configure E-mail Router configuration profiles, asst

existing deployments to the Mic

osoft Dynamics CRM E-mail Router, and manage:

“uiahon Manager to associate a forward mailbox with an incoming E-mail Router

Profis Name [ Direction [ E-mail Server Type | E-mail Server Authentication Method | Access Type |

‘Def-Incoming Incoming POP3 c3pltechienetworks.com  Clear Text User Specified New l

Def-Outgoing Outgoing SMTP c3pl.techienetworks.com  Clear Text UlhelSpecmed - 5 1
Modify
Bemove
Help




Thank you...




