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Driving Business Growth with Dynamics CRM 

ÁIntroduction 

ÁDriving Business Growth with CRM 

ÁSo why use Dynamics CRM to influence growth? 

ÁSocial Media, CRM and Business Growth  

ÁLetôs see it in Action! 

ÁQuestions 

Agenda 
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Steven Foster: CRM Product Manager 

ÁMy role is to drive the Microsoft CRM 

business, delivery and partner relationships 

ÁPeople call me passionate about CRM and 

even an evangelist! 

ÁI have been working in the field of CRM for 

over 13 years, implemented many CRM and 

xRM solutions and have experience across a 

broad range of CRM technologies, industries 

and countries. 

http://www.vector.co.nz/ /
http://www.chapmantripp.com/Pages/default.aspx


Driving Business Growth with Dynamics CRM 

INTELLIGENCE AT WORK 
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FROM DAY ONE WEçVE BEEN SUCCEEDING AND GROWING 

REVENUE 2001 2002 2005 2007 

$19m 

2008 2003 2009 

$24
m 

2010 

$26
m 

2011 

$33
m 

2012 2004 

Sydney 

Perth 

Wellington 

Auckland 

Christchurch 

Dunedin 

2006 

PASSIONATE AND EXPERTISE FUELS OUR CONTINUED SUCCESS 
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WEçRE A SKILLED TEAM WITH STRONG CORE 
VALUES 

TONY  
STEWART 
Managing Director 

Chief Executive 

Officer 

WAYNE 
FORGESSON  
Director, 

Marketing 

PADDY 
PAYNE 
Director, 

Management 

Consulting 

CHRIS AULD  
Director, Chief 

Technology Officer 

PROFESSIONALISM 
Á Treat everybody with 

honesty and integrity 
Á Strive to understand the 

business needs of our clients 
and offer the best solutions 
for their needs 

INNOVATION 
Á Embrace it 

Á Constantly review and 
experiment with new 
techniques that enhance the 
solutions we offer 

VALUE-DRIVEN 
Á Deliver solutions that 

provide maximum value 

Á Continuously review our 
processes so we work 
more effectively than our 
competitors 

PEOPLE 
Á Enjoy what we do 

Á Always strive to learn 
and help the team 

 

RICHARD 
WESTLAKE 
Independent Director 

SIMON 
BRIGHT 
Director, Chief 

Operating 

Officer 

 

ªÅ ËÉ ¿Ê[É ·¸ÅËÊ
finding and creating 
real world solutions 
that enable 
innovation and 
enhance functionality 
¿Ä ÅËÈ ¹Â¿»ÄÊÉ[ ÍÅÈÁ¿Ä½
lives. 
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WE HAVE AN UNPARALLELED BREADTH OF OFFERINGS AND EXPERTISE  

WE LOWER THE RISK OF  DEALING 
WITH LEADING EDGE TECHNOLOGIES 
BY: 

WE WORK ACROSS VIRTUALLY THE WHOLE MICROSOFT PRODUCT SET 

Á­»[È» ÉÆ»¹¿·Â¿ÉÊÉ ¿Ä
Microsoft technology 

Á­»[È» Ê¾» Â·È½»ÉÊ º»º¿¹·Ê»º
provider of Microsoft-based 
solutions in New Zealand 

ÁUsing Microsoft beta technology 
release programmes to critically 
assess each technology at an early 
stage 

ÁActively participating in early 
adopter programs, and 

Á Involving Microsoft in quality 
assurance and advice 

BIOS_Microsoft.ppt
BIOS_Microsoft.ppt
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When you only focus on one thing (Microsoft) you 

become far better that those who donôt! 

The only Microsoft Regional 
Director in New Zealand  



Driving Business Growth with Dynamics CRM 

YOUçLL BE IN GOOD COMPANY 
WORKING WITH YOUR BUSINESS STRATEGY, NOT YOUR CURRENT 
TECHNOLOGY 

FINANCIAL MANAGEMENT 

RELATIONSHIP MANAGEMENT 

WEB CONTENT MANAGEMENT 

ENTERPRISE APPLICATIONS MANAGEMENT CONSULTING 

BUSINESS INTELLIGENCE 

MANAGED SERVICES & HOSTING 

PORTALS & INTRANETS 
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with CRM 
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So what is CRM? 

ÁCRM is a business strategy directed 

to understand, anticipate and 

respond to the needs of current and 

potential customers in order to 

grow the relationship value for both 

the Customer and you as a Business 

  

ÁItôs more than just a System implementation 

ÁThe CRM system is used to support the strategy and 
enable the organisation to deliver greater customer 
value 
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So what is CRM? 

ÁBut it is an integral part and 

the choice is critical to 

delivering on your CRM 

strategy and Business 

Growth 

 

ÁA CRM system on its own is not going to deliver the 

complete value that CRM might offer you as a Business 
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So what drives business growth? 

Customer 
Satisfaction 

Sales Force 
Effectiveness /  

Efficiencies 

Customer 
Return Rate 

Customer Intelligence 

Effective Marketing 
Campaigns 

Measuring ROI of 
Marketing 

Reducing Costs 

Customer Service  / 
Aftercare 

Company Personality 

Effective Staff 

Product innovation 

Increasing 
Sales 
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Customer 
Satisfaction 

Sales Force 
Effectiveness /  

Efficiencies 

Customer Return 
Rate 

Customer Intelligence 

Effective Marketing 
Campaigns 

Measuring ROI of 
Marketing 

Reducing Costs 

Customer Service  / 
Aftercare 

Effective Staff 

CRM 
influences 

Market Influences 

Competitor 

Influences 

Acquisitions/Mergers 
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ÁOutlook Contacts, Calendar and maybe Tasks 

ÁSpread sheets to manage performance targets, 
forecasts, pipelines, prospects, customers and 
contacts 

ÁPaper forms and reports 

ÁAccess via the corporate network 

ÁSiloes of excellence 

ÁSales, Marketing and Customer Service silos  

ÁMultiple instances of the potential and Customer data 

ÁAnd the list goes on é. 

 

 

What do most existing CRM solutions look 

like? 
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So what should a CRM system look like? 
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SALES MANAGER 

Sales Automation 

ÁI can measure my teamôs 

performance 

ÁI can focus on who needs my 

attention 

ÁI can manage Account 

Objectives 

ÁSimple to use 

ÁEasy to report on any variable 

ÁConsistent Sales Methodology 

ÁKnow my Competitors 

ÁAccess anywhere, any device 

 

SALES REP / BDM 

ÁSimple to use, easy to extract 

data 

ÁOne Calendar ï my e-mail 

calendar 

ÁWho knows who 

ÁAccess to relevant back office 

information 

ÁEasy to manage my 

opportunities and my Customers 

ÁTells me how I am doing against 

my Targets 

ÁAccess anywhere, on my device 
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MARKETING MANAGER 

Marketing Automation 

ÁMeasure ROI on Campaigns 

ÁEasy accessible snapshot of 

planned and launched 

campaigns  

ÁVisibility of Social 

interactions 

ÁEasy to segment and identify 

new potential segments 

ÁEmail Marketing and Web 

Analytics 

ÁVisibility across Sales ï One 

Team 

MARKETING ASSISTANT 

ÁSimple to use 

ÁEasy to plan and action 

campaigns 

ÁEasy to segment and 

generate lists 

ÁMultiple channel  

ÁAutomated responses and 

automated marketing actions 

ÁDashboard of current activity 

and performance 

ÁCommon to use tools i.e. 

Office 
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CUSTOMER SERVICE MANAGER 

Service Automation 

ÁDashboard on performance 

and Team effectiveness 

ÁEasy to identify at risk cases 

ÁProvide tools to assist in 

consistent service execution 

across any channel 

ÁKnowledge bases, Call 
Scripts 

ÁProvide online / anywhere 

access 

ÁIntegrated channels 

ÁOne Team with Sales and 

Marketing 

 

CUSTOMER SERVICE REP 

ÁSimple to use 

ÁEasy to manage my cases 

and priority 

ÁEasy to share and assign to 

work collaboratively to close 

a case 

ÁVisibility of information, easy 

to access and manage 

ÁAutomated reminders  
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ÁAbility to extend to deliver point of difference 

ÁEasy to configure to add Business terminology 

ÁEasy to configure to add Business logic 

ÁFlexible to be applied in different working environments 

ÁDelivered as a platform that enables future growth 

within the organisation 

ÁCan support integration with my many channels to 

market and customer touch points 

ÁFlexible deployment cloud or on premise or both 

Business Essence 
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ÁBut what about the stories, the nightmare 

implementations? How should we combat that? 

CRM is a driver for Business Growth 

Focus on the User 
Needs 

Identify Pain and 
fix it  

Training, Training, 
Training  

Keep it Simple ï 
bare essentials  

Give value back to 
the users  

Measure for Success  



So why choose Microsoft 

CRM to influence Business 

Growth? 
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Letôs look at a generic day in the life of an 

organisation é  

Regional Sales Manager supports a team of  
Business Development Managers  

Services Based Organisation  

Customer Service Team manage support  
enquiries  

Marketing drive events and leads  

Business 

Development 

Sales 

Manager 

Customer 

Service 

Marketing 

Assistant 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=6F7A569B-D507-47FB-9177-A7A6E68C68FE
http://kernel2mysites.intergen.org.nz/Person.aspx?guid=53409D15-8992-4541-8DF0-10F03855345D


Driving Business Growth with Dynamics CRM 

Itôs the start of the day I check my 

targets and appointments Business 

Development 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=6F7A569B-D507-47FB-9177-A7A6E68C68FE


Driving Business Growth with Dynamics CRM 

I open my first appointment Steel and 

Co. I review all relevant information in 

under 5 minutes 
Business 

Development 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=6F7A569B-D507-47FB-9177-A7A6E68C68FE
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I see an open Case against my account. 

I review the details and see Ben is 

online so I give him a quick call 
Business 

Development 

Customer 

Service 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=6F7A569B-D507-47FB-9177-A7A6E68C68FE
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I use the appointment synchronised to 

my phone to program my GPS Business 

Development 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=6F7A569B-D507-47FB-9177-A7A6E68C68FE
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I review the teamôs performance to see 

where I need to focus my energy Sales 

Manager 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=53409D15-8992-4541-8DF0-10F03855345D
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I see an activity update on the ERP 

Replacement opportunity and respond 

with encouragement 
Sales 

Manager 

http://kernel2mysites.intergen.org.nz/Person.aspx?guid=53409D15-8992-4541-8DF0-10F03855345D
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I can review the performance of my 

recent marketing activity 
Marketing 

Assistant 
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I see a new request for support. I action 

appropriately 
Marketing 

Assistant 
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ÁSimple, easy to use and a consistent user interface - 
Outlook 

ÁInformation accessible via Outlook and my standard 
Calendar 

ÁDashboards display what I need to see, and add value to my 
day to day tasks 

ÁEasy to collaborate across teams through a standard 
channel 

ÁIntegrated to my teams standard tools ï Office 

ÁFlexibility in the way it is presented to my users ï mobile, 
outlook, or web 

ÁCan be extended to support my Business Essence 

 

 

In a Snapshot é 

CRM Increases efficiency, enables better 
communication, and drives greater 

customer satisfaction  
=  

Business Growth 
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Microsoft Dynamics CRM 2011 delivers The Power of Productivity through 

familiar, intelligent and connected experiences for people inside and outside 

an organisation 

xRM Framework 

Core CRM 

Sales Productivity Customer Care Marketing 

Extended CRM 

Industry Solutions ɀ 
Grants 360, Donation 

Management 
Custom Applications 
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FORRESTER -Medium 

�³�0�L�F�U�R�V�R�I�W���'�\�Q�D�P�L�F�V��
CRM shines by offering 

flexibility  for large and 

�P�L�G�V�L�]�H�G���R�U�J�D�Q�L�V�D�W�L�R�Q�V���´ 

~ Bill Band 
































