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Agenda

Introduction

Driving Business Growth with CRM

So why use Dynamics CRM to influence growth?
Social Media, CRM and Business Growth

Let 0s see 1t 1 n Acti on!
Questions
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Steven Foster: CRM Product Manager

My role is to drive the Microsoft CRM
business, delivery and partner relationships

People call me passionate about CRM and
even an evangelist!

| 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.
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INTELLIGENCE AT WORK

BUSINESS STRATEGIES
FOR YOUR ADVANTAGE

SOLUTIONS

Integrate business knowledge, T and creativity

VIVIVEVIY

SERVICES

Apply information disciplines for business advantage

VIVEVIVEY]

VIVIVEVEY
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THE ATTITUDE AND KNOWHOW TO
CONSTANTLY DELIVER GREAT RESULTS

Australasian leaders inthe
application of Microsoft technology

Ensuring sUccess:
project methodelogy
and principles

Interwowven team skills
striving to provide the
best solutions

Openness,

Leading enthusiasm, a
eading in passion for

technology customer
development satizfaction

SNAPSHOT

—

APPLYING THE LATEST TECHNOLOGIES
TO ORGANISATIONS EVERYWHERE

MICROSOFT
SOLUTIONS & SERVICES

INDUSTRIES
TARGETED EXPERIENCE
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FROM DAY ONE WE¢VE BEEN SUCCEEDI
PASSIONATE AND EXPERTISE FUELS OUR CONTINUED SUCCESS

Auckland

Sydney Wellington

Perth
Christchurch

Dunedin

REVENUE 3551 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012
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WECcRE A SKILLED TEAM Wi ' TRONG
VALUES |

a A EE ¢E[E
finding and creating
real world solutions
that enable
innovation and
enhance functionality
¢A AEE t A¢»AE

CHRIS AULD
Director, Chief
Technology Officer

AEA ¢ A

lives.

TONY SIMON PADDY RICHARD

STEWART BRIGHT PAYNE WESTLAKE

Managing Directo Director, Chief Director, Director, Independent Director

Chief Executive Operating Marketing Management

Officer fficer Consulting
Treat everybody with Embrace it Deliver solutions that Enjoy what we do
honesty and integrity Constantly review and provide maximum value Always strive to learn
Strive to understand the experiment with new Continuously review our and help the team
business needs of our clients techniques that enhance the processes so we work
and offer the best solutions solutions we offer more effectively than our
for their needs competitors
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WE HAVE AN UNPARALLELED BREADTH OF OFFERINGS AND EXI
WE WORK ACROSS VIRTUALLY THE WHOLE MICROSOFT PRODU

‘-‘-‘ | Microsoft Dynamics sx
WE LOWER THE RISK OF DEALING

WITH LEADING EDGE TECHNOLOGIES
BY:

Microsoft

A_[ Microsoft Dynamics nay

-»[ E» EA&E»! - A “r_i',mig,.ﬂmﬁ Dynamics ca Using Microsoft beta technology
Microsoft technology _ release programmes to critically
- »[ E» Ew%» A.E 4 SharePoint assess each technology at an early
provider of Microsofiased ' stage
solutions in New Zealand E';l Actively participating in early
- adopter programs, and
& Windows Phone Involving Microsoft in quality

assurance and advice

# WindowsAzure
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When you only focus on one thing (Microsoft) you
become far better that

/\ 2010 COUNTRY %
Q! PARTNER OF THE YEAR MICROSOFT Awards MICROSOFT Awards
W TN New Zealand
Partner Network Winner %010 ;':010
2017 0011 ‘A J
s MR TEr X
INNER CIRCLE PRESIDENT'S CLUB D Jyards
fg‘ SharePointElite ’b‘ SharePointElite dl_l,'ﬁ?ﬁrits
BUSINESS TECHNICAL au dﬂ@
Thg only Mlcrosoft Regional B e
Director in New Zealand dayy 10
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N GOOD COMPANY

WORKING WITH YOUR BUSINESS STRATEGY, NOT YOUR CURRENT

YOUGLL BE |
TECHNOLOGY
FINANCIAL MANAGEMENT
RELATIONSHIP MANAGEMENT
WPERRY charies,

WEB CONTENT MANAGEMENT

L e " _
NZARMY v TRADES ENTERPRISE W7 ﬂﬁaw

ENTERPRISE APPLICATIONS

Tk EFARTMENT OF INTEARAL ASFAIRS

Spectrum Care*
T Wal Kadhwiguz Azt

BUSINESS INTELLIGENCE
AT ertiary Educatio l:lnmlssmll

Lpc::.

Te Amorangi Matauranga Matua

MANAGED SERVICES & HOSTING

PORTALS & INTRANETS

"mﬁ. B e DU HEALTH BOWAD “;' ,,'f -
POl a0 - B8 ACAC t{g
MANAGEMENT CONSULTING

Crown t E“"
'-‘_,.9

CONTROLLER = AUDITOR-GENERAL
LAWY amuaki o te Mana
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So what 1Is CRM?

CRM 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

| t nbose than just a System implementation

The CRM system is used to support the strategy and
enable the organisation to deliver greater customer
value

CONNECT / DISCOVER /~ EXTEND
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So what 1Is CRM?

A CRM system on its own Is not going to deliver the
complete value that CRM might offer you as a Business

T But it is an integral part and

the choice is critical to
delivering on your CRM
strategy and Business
Growth

CONNECT / DISCOVER /~ EXTEND
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So what drives business growth?

Increasing
Sales Sale_s Force
Effectiveness /
: Efficiencies Customer
Customer Service / Product innovation
Aftercare
Customer

Return Rate

Customer Intelligence

Effective Marketing
Campaigns _
Measuring ROI of Company Personality

Marketing

CONNECT / DISCOVER /~ EXTEND
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Customer o Ret
i i ustomer Return
Sales Force Satisfaction Rate

Effectiveness /
Efficiencies
’Q Z Effective Staff
Customer Service / ﬁ
Aftercare <

< )l N

Customer Intelligence

Reducing Costs

Effective Marketing
Campaigns

Measuring ROI of
Marketing

Acquisitions/Mergers Market Influences

e e g—
CONNECT / DISCOVER / EXTEND -
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What do most existing CRM solutions look
like?
Outlook Contacts, Calendar and maybe Tasks

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

Paper forms and reports

Access via the corporate network

Siloes of excellence

Sales, Marketing and Customer Service silos

Multiple instances of the potential and Customer data
And the |l i1 st goes on e.
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So what should a CRM system look like?
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Sales Automation J : ':

SALES MANAGER SALES REP/BDM

| can measur e my {Saphadosuse, easy to extract

performance data

| can focus on who needs my One Calendar i my e-mail

attention calendar

| can manage Account Who knows who

Objectives Access to relevant back office

Simple to use information

Easy to report on any variable Easy to manage my

Consistent Sales Methodology opportunities and my Customers

Know my Competitors Tells me how | am doing against
my Targets

Access anywhere, any device _
Access anywhere, on my device

CONNECT / DISCOVER /~ EXTEND
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Marketing Automation < |
MARKETING MANAGER MARKETING ASSISTANT

Measure ROl on Campaigns Simple to use
Easy accessible snapshot of Easy to plan and action
planned and launched campaigns
campaigns Easy to segment and
Visibility of Social generate lists
Interactions Multiple channel
Easy to segment and identify Automated responses and
new potential segments automated marketing actions
Email Marketing and Web Dashboard of current activity
Analytics and performance
Visibility across Sales T One Common to use tools i.e.
Team Office

CONNECT / DISCOVER /~ EXTEND
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Service Automation

CUSTOMER SERVICE MANAGER CUSTOMER SERVICE REP

Dashboard on performance
and Team effectiveness

Easy to identify at risk cases

Provide tools to assist in
consistent service execution
across any channel

AKnowledge bases, Call
Scripts

Provide online / anywhere
access

Integrated channels

One Team with Sales and
Marketing

Simple to use

Easy to manage my cases
and priority

Easy to share and assign to
work collaboratively to close
a case

Visibility of information, easy
to access and manage

Automated reminders

CONNECT / DISCOVER /~ EXTEND
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Business Essence

Ability to extend to deliver point of difference

Easy to configure to add Business terminology

Easy to configure to add Business logic

Flexible to be applied in different working environments

Delivered as a platform that enables future growth
within the organisation

Can support integration with my many channels to
market and customer touch points

Flexible deployment cloud or on premise or both

CONNECT / DISCOVER /~ EXTEND
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CRM s adriver for Business Growth

But what about the stories, the nightmare
Implementations? How should we combat that?

Training, Training, Identify Pain and
Training fix it
Give value back to Keep it Simple 1
the users bare essentials

Focus on the User
Measure for Success Needs

CONNECT / DISCOVER /~ EXTEND
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So why choose Microsoft
CRM to influence Business
Growth?
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Let 0s | ook at a gener.
organi sation &

E -

PSS

Sales

Services Based Organisation Mrar%er

Reg_ional Sales Manager supports a team of B‘&

Business Development Managers Development

Customer Service Team manage support - .

enquiries Marketing
Assistant

Marketing drive events and leads 1

;

Customer
Service
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(2 Ités the start of tt
i targets and appointments

Business
Development
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[ | open my first appointment Steel and
azm Co. | review all relevant information in

Business

Development .
R ‘Nu n d er 5 m I n u teS 1 Oppormunity ERP Replacerneit project - Mitnosot Dymanmics CRM
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Business
Development

| see an open Case against my account.
| review the details and see Ben iIs

online so I give him a quick call

1
Customer
Service
% Company: Steel and Ca - Microsoft Dynamics CRM =B X
(= pany: 5teel and Co icrosoft Dynamics
| List Taols 41 Microsaft Dynamics CRM Steven Foster @
Company Add Customize Cases IntergenHumes g
j Delete Case Mail Merge Follow Share Y ﬂ
= Bulk Delete Connect Unfollow 7] Copy a Link i
Add Mew  Edit Send Direct Filter ault Chart Run Start Run Export
Case E-mail ) Add to Queue =1 E-mail a Link Pane » ‘Workflow Dialog Report- Cases
Records Collaborate Current Wiew iew Process Data
Information - Company
General StE‘EI End CG
E;Etalls . Primarv Contact Current ¥TD SalesRephame
ElEEATTEE ci Now working from AKL office ?5,000.00 Steven Foster
Connections
Motes & Activities T ¢ : Ben Pitkin-Douglas X [Search for re
: -0 l 3’ Available - Free until 5:00 p.m. - - P
Filter on | | Consultant, Dynamics Solutions _=| Incude: |Related "Regarding” Records =l
| | ! = & |- J N ¥ Status Reason Case Mumber | Created (&
Related gl @ Ben Pitkin-Douglas @] canwork 4239 g support Open CAS-01025-K2DTM2 111
4 Common ﬂ Call Mobile =64 21 245 1233
=] M i} -
=] Mare Addresses @@ Call Ben Pitkin-Douglas
[ Closed Activities -
= Activities
l£8y Sub-Accounts
82| Contacts

CONNECT / DISCOVER /~ EXTEND
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2 | use the appointment synchronised to

3
_—

M my phone to program my GPS

Development

Attending?
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3 I review the teamos
&7- where | need to focus my energy
Hﬂ
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3 |seean activity update on the ERP
A - Replacement opportunity and respond
" with encouragement

1
)

43w A

Sz what's new

a -
2| Drafts
4 Sent Res
5] Deleted Items aute posts user posts ae
| nTt ERP Replacement project
4 Conversation History Steven Foster -'4\,0‘](1 Probability from 0% to 60%
P ERP Replacement project sy
@ Junk E-Mail following (10
| itbho : - -~ 5
w Mark Trotter: Had a great appointment with the Team at Steel and Co looking 4
promising
arch -l 2
e<olved CRM Emails : 2
- Unresolved CRM Ema Bruce Smith: Nice Work, anything I can do to help
[ - 1
Interge o
' ' F LS 1
IntergenDemo2
4 |ntergenMumes Request for additional tr...
2 Request for additional tranin... was assigned to Ben Pitlan-Douglas by Ke l
4 3] Workplace - . g 1
> E Request for additional tr
4 "4 My Work
1 iamass siai
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can review the performance of
ent marketing activity

I

Save  New
As

Dashboard Man

Favorites
(3 Inbox

[ sent Items

(@] Deleted Items [9)

Steven Fost

ntergen.co.nz
[ 1nbox

Drafts [22]

Sent ftems

Deleted Items (3)

ActionThis
Canversation History
Junk E-Mail

Outbox [3]

RSS Feeds

Search Folders
Unresolved CRM Emails

5
ca
= |
]
=
L)
el
= |

Intergen

IntergenHumes
IntergenSydney
4 [if] Workplace
43 My Work
(&) What's New
53l Dashboards
[ Adtiities
3 Imports
4 Duplicate Detection

%y Queues

[ Articles

2] Reports

= Announcements

43 Customers
[ Accounts
85 Contacts
483 sales

) what's New
T Leads

“f Opportunities
[ Accounts
85 Contacts

] Marketing Lists
& Competitors
# Products

—~ Mail

2 B e 3L

Conferencing

eI

) ;
9 #H @
Refresh | Advanced  Help

Al Find

Microsaft Outlook

Dashboard: Marketing Dashboard ~

~ Marketing KPIs

Campaign Type Mix

t Fiscal

Leads by Source Campaigh

New customer loy.

Event campaign template (sample)

—
Direct marketing template (zample)

fty program (sample) |

Advert
Direct
Event
Co-branding
Cther

ement
arketi..

Source Campaign

Ad campaign template sample) [N -

~ Activities

[ Activities
=

Adtivity Type Subject

& Task Evaluation Plan agreed upon fsample)

™ & Phone Call Likes some of our new products (sample)

[~ & Phone Call Mailed an interest card back (sample]

M4 Task Verbal approval received (sample)

[~ & Phone Call availability of Product catalogs (sample)
Phone Call Wery likely will order from us (sample)

CountzAll (Name)

Regarding

Priority
Normal
High
High
Normal
High
High

Campaign Budget vs. Actual Costs (By Fiscal)

All Campa

I Sum (Budget A..
10,000.00 Sum (Total Cosf

l of Campaign}

Quarter 4

Quarter 2 .. Quarter 3

Period (Actual End Date

Revenue Generated by Campaign

t Fiscal

New customer loyalty program (sample) [ 53705884

53480082

Event campaign template (sample)
9 —

g
]
o

Direct marketing template (sample)

Ad campaign templat

Start Date
29/11/2011 10:00 a.m.
29/11/201112:00 p.m,
30/11/2011 10:00 a.m.
30/11/201112:00 p.m.

1/12/2011 10:00 a.m.
2/12/2011 2:00 p.m.

Due Date
29/11/2011 10:00 a.m.
29/11/2011 12:00 p.m.
30/11/2011 10:00 a.m.
30/11/2011 12:00 p.m.

1/12/2011 10:00 a.m.
2/12/2011 2:00 p.m.
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(\ | see a new request for support. | action
= o appropriately

Assistant

tems Items available to work on ~

4 Jeue Queue
- for Care Studies oo [RP Proje dneg Ar 1200 m Marteting Support
- 5 Peed
-2 2 Task Reg p ne M — v
a - —
| toy B
v m d

o i 'r-,‘ ;’ H c,q C ' ‘_1 =] '_f' '@ &
v

Request for Case Studies on ERP Pr... '

‘‘‘‘‘‘‘‘

of cgf

Open
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V4

Il n a Snapshot &

Simple, easy to use and a consistent user interface -
Outlook

Info N

Ca|f/ CRM Increases efficiency, enables better
Das communication, and drives greater ny
day customer satisfaction

Eas —

cha :

Inte§\ Business Growth )

Flexibility in the way it is presented to my users T mobile,
outlook, or web

Can be extended to support my Business Essence
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> "' Microsoft Dynamics CRM

Microsoft Dynamics CRM 2011 delivers The Power of Productivity through
familiar, intelligent and connected experiences for people inside and outside

an organisation

PC Browser Phone
| || Industry Solutionsz | |
SalesiProductivity CustomerCare Marketing Grants 360, Donation | CustemApplications
Management

Core CRM Extended CRM
XRM Framework \

Cloud 0,0 On-premises ~ *
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FORRESTER -Medium

SOLFURVRIW "\QIL
CRM shinesby offering
flexibility for large and
PLGVL]IHG RUJDQ

~ Bill Band
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