
• A •
abbreviations, duplicate detection rules

and, 374
access levels, defining security, 91–92
Account: New window

adding to marketing lists via, 232–233
Administration tab, 169–170, 224–227
Details tab, 167–169
General tab, 167–168
Notes tab, 170–171, 192–193

accounting, integrating with MS CRM,
11–12

accounts. See also contacts
account records

accessing, 167
for competitors, 165
editing, 166–167
finding using Advanced Find, 41–44,

174–175
finding using Find, 172–173
parent/child records, 171

adding, 166–167
assigning

to account managers, 103–108
to other users, 175–176
to territories, 67–68
warning, 175

deactivating, 175
defined, 10, 165
deleting, 175
methods for contacting, 224–227
sharing, 176–177
subaccounts, 166, 171

Accounts window, 32–33

activities
assigned to queues, accepting, 331–332
assigning to queues, 328, 331
associating with cases, 291–292
auto-assigned to queues, 329
campaign activities. See also campaigns

Channel options, 251–252
closing, 258–259
defining, 250–255
distributing, 255–258

defined, 179, 290
deleting, 188
editing appointments, 37
enactable in workflows, 115–116
finding, 183
managing without Outlook

assigning to others, 186–188
completing, 188–189
limitations of, 180–181
scheduling for others, 186
scheduling for yourself, 184–185
viewing your activities, 182–183
viewing your calendar, 181–182

processing, 323
scheduling appointments, 36–37
service activities, 181
types of, 182–183
warning, 188
workflow rules and, 179

Activities window
accessing, 182
versus calendar, 184
changing columns, 183
Look For field, 183
navigating, 36–37
sorting activities, 183
View menu, 183
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Add Marketing Lists to Campaign dialog
box, 254

add-on products
to access expert advice, 354
to automate processes, 351–352
c360, 271–273, 352–353
CanDoGo, 354
criteria for selecting, 349–350
to display data graphically, 354
FusionCharts, 354
to generate alerts, 351–352
Google Toolbar spell-checker, 350–351
to increase productivity, 352–353
to integrate with Web sites, 271–273,

352–353
KnowledgeSync, 68, 116, 351–352
to migrate/manipulate data, 353
Neocase, 354
Powertrak from Axonom, 274, 353
product review site, 349–350
SalesCentric, 354
Scribe, 353
TaskCentre, 351–352
to upgrade customer service, 354
warning, 350

Addresses tab, Quote: New window, 201
addresses in user profiles, 59
Administration tab

Account: New window, 169–170, 224–227
Campaign: New window, 247
Contact: New window, 224–227
Contract Line: New window, 343
Lead: New window, 224–227
Quote: New window, 201–202

Administration window, 139–141
administrative reports, 118
Advanced Find feature. See also Find

feature; Look For field; searching
accessing, 41
adding to marketing lists using, 229–230,

233–235
Back to Query button, 44

Boolean operators, 173
Clear button, 304
defined, 41–44, 173–175
versus Find, 173
finding

account records, 41–44, 174–175
cases, 281
competitors, 213

finding entities related to subjects
cases, 303–305
products, 309
sales literature, 310

Look For field, 41–42, 303–304
versus marketing lists, 227
personalizing searches, 50
removing marketing list records using,

237–239
Select options, 304
Show/Hide Details buttons, 303–304
Use Saved View field, 41–42, 43, 303–304

alerts, defined, 216
alerts, generating, 351–352
announcements, posting, 37–38
application modules, 34–35
Appointment: New window, 36–37, 184–185
appointments. See activities
Article: New window, 306–307, 316
Article Template Properties dialog box,

313–314
Article: Templates window, 313
articles. See knowledge base
Assign Opportunity dialog box, 159
assigning

accounts
to account managers, 103–108
to other users, 175–176
to territories, 67–68

activities to others, 186–188
activities to queues, 328, 329–331
cases to users or queues, 288–289
contract lines to cases, 345
contracts to cases, 344–345
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opportunities to another user, 159–160
records to team members, 95, 99
security roles to users, 94
tasks to individuals, 12
teams to business units, 72–73
users to teams, 60, 73–74

associating. See also relating
activities with cases, 291–292
campaigns

with marketing lists, 254–256
with products, 253
with sales literature, 253–254

quotes with opportunities, 203
attachments. See also notes

adding notes as, 194–195
defined, 191–193
deleting, 195–196
warning, 191

attribute mapping, 382–383
authors site, book, 364
autocomplete feature in Lookup fields,

282–283
automating processes. See also workflow

rules
using KnowledgeSync add-on, 351–352
sales force automation systems, 9, 277
using TaskCentre add-on, 351–352

Axonom add-on product, 274, 353

• B •
base units, 80, 81
blogs, 355, 357
Boolean operators, 173
Bosworth, Michael T., 218
business processes. See also sales

processes
alerts, 216
assigning tasks, 12
escalation, 13, 217–218
feedback, 13

reporting and measuring, 13, 218
workflow rules and, 12–13, 215–216

business units
assigning teams to, 72–73
defined, 59, 63, 69–70
setting up, 70–71
versus teams, 69

Business Units window, 70–71
business-recommended fields, 68
business-required fields, 68

• C •
c360 add-on product, 271–273, 352–353
calendar

versus Activities window, 184
personalizing default views, 52–53
viewing without Outlook, 181–182

Campaign Activity: New window, 250–251
Campaign: New window

accessing, 245–246
Administration tab, 247
Financials tab, 247–248
General tab, 246–247
Notes tab, 247

Campaign Response: New window, 260–261
campaigns

associating with
marketing lists, 254–256
products, 253
sales literature, 253–254

benefits of using MS CRM for, 244–245
campaign activities

Channel options, 251–252
closing, 258–259
defining, 250–255
distributing, 255–258

creating, 245–248
defined, 243
Do Not Allow option and, 258
failures, 258

391Index

40_343258-bindex.qxp  6/4/08  12:29 AM  Page 391



campaigns (continued)
planning, 244–245
planning tasks for, 248–250
quick campaigns

creating, 263–265
defined, 226
versus marketing campaigns, 226
viewing results, 265–266

recording responses to, 260–262
relating to each other, 262–263
reporting on, 263

CanDoGo add-on product, 354
Case: New window

General tab
Assignment Information area, 284
Contract/Product Information area,

284–285
Lookup fields autocomplete feature, 

282–283
Overview area, 282–284

Notes and Article tab
defined, 285
Knowledge Base Article area, 286–287
Notes area, 285

opening, 281
cases. See also customers

assigned to queues, accepting, 290–291,
331–332

assigning contracts to, 344–345
assigning to users or queues, 288–289
associating activities with, 291–292
attaching articles to, 286–287
completing, 292
creating by customers, 272
creating from e-mail in queues, 268–270
defined, 34, 278
filtering, 280
finding

cases related to subjects, 303–305
using Advanced Find, 281, 303–305
using Look For field, 280

logging time spent resolving, 291–293
management before CRMs, 277
management path, 278–279
processing, 323
reactivating, 294
related to subjects, viewing, 303–305
relating to subjects, 302–303
resolving, 292–294
sorting, 280
view options, 280
viewing by customers, 272–273
warning, 292

Cases window
Advanced Find feature, 281
column headings, 280
defined, 278–279
Look For field, 280
opening, 279
View menu, 280

child account records, 171
Clear button in Advanced Find, 304
Close Campaign Activity dialog box, 259
closing. See also completing

campaign activities, 258–259
opportunities, 162–163

CMS (contact management system), 9
competitors

account records for, 165
adding and tracking, 213–214
associating sales literature with, 212–213
finding, 213

completing. See also closing
activities, 188–189
cases, 292

conditions, workflow and, 114–115
Confirm Distribution dialog box, 257–258
Confirm Submittal dialog box, 318
Contact: New window

adding to marketing lists via, 232–233
Administration tab, 224–227
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contacts. See also accounts
contact records

accessing, 35–36
adding manually, 166
defined, 165
importing, 166
Parent Account fields in, 166
warning, 166

defined, 10, 165
methods for contacting, 224–227
tracking, 10

context-sensitivity, 29
Contract Line: New window

accessing, 342
Administration tab, 343
General tab, 341–343
Notes tab, 343

Contract: New window
accessing, 337
Details tab, 339
General tab, 337–339

Contract Template: New window, 334–336
contracts

active status, 336
assigning to cases, 344–345
cancelled status, 337, 344
contract lines

adding to contracts, 341–343
assigning to cases, 345
defined, 339, 341
sorting list of, 343

copying, 340–341
creating contract templates, 334–336
creating drafts, 337–341
defined, 334
draft status, 336
expired status, 337, 344
on hold status, 337, 344
invoiced status, 336
moving drafts to invoiced status, 343–344
MS CRM tracking of, 343

renewing, 337, 344
warning, 336

contrast, personalizing display, 51
Convert Campaign Response form, 261–262
Convert Lead dialog box, 153–155
Convert Utility tool, 27
converting leads to opportunities, 155–156
converting quotes to orders, 204–205
copying contracts, 340–341
Create New Phone Calls dialog box,

256–257
Create Order dialog box, 204–205
Create Quick Campaign Wizard, 264–265
CRM (customer relationship management)

systems. See also Microsoft Dynamics
CRM 4

defined, 9
most important features of, 215
online resources on, 364
prime benefit of, 277
systems previous to, 9, 277

CSRs (customer service representatives).
See also service managers

managing cases, 278–279
managing queues, 324

Currencies setting, 65
currency formats, 53–54
currency types, 51
customer service, add-on to upgrade, 354
customer service cases. See cases
customer value, 277
customers

adding to opportunities, 162
c360 add-on and, 272, 273
communicating with, 10–11
defined, 10
e-mail from, sending to queues, 267–268
e-mailing articles to, 286–287
giving access to cases, 272–273
giving tasks feedback to, 13
retaining, 14
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• D •
data. See also records

add-on to display graphically, 354
add-on to import/manipulate, 353
cleaning, 370–371
duplicate detection rules

abbreviations and, 374
creating, 373–374, 376–377
defining when to run, 375–376
editing, 378–379
enabling, 375
manipulating duplicates, 380
overview, 373
publishing, 377–378
testing, 379–380
unpublishing, 378, 379
warning, 377

exporting to Excel, updating, and re-
importing, 386–387

forecast, exporting to Excel, 146–147
importing into MS CRM

creating data maps before, 381–383
editing data maps, 384
overview, 380–381
re-importing updated data, 387
reviewing status of, 385–386
using Import Wizard, 384–385
warning, 385

saving, 31
sharing with team members

assigning records, 95, 99
defining teams, 95
overview, 95–96
sharing records, 95–98
streamlining, 100
unsharing records, 95–99

synchronizable types, 27
synchronization enhancements, 28
synchronizing, 25–26

data access, offline. See Outlook, offline
client

data access in Live versus On-Premise
versions, 16–17

data entry enhancements, 27
Data Map: New form, 381–383
data maps, 381–384
databases, relational, 366–367
date/time formats, 53–54
deleting. See also removing

accounts, 175
activities, 188
articles, 320
attachments, 195–196
duplicate records, 380
leads, 154
notes, 195
opportunities, 164

Details tab
Account: New window, 167–169
Appointment: New window, 185
Contract: New window, 339

developer resources, 362
Diagnostic Tool enhancements, 27
discount lists, 77–79
Discount Lists window, 78
Do Not Allow option, 225–227, 258
Document window, 210
Domain Logon Name, 59
drilling down into reports, 123
drilling down into subjects, 299–300
Duplicate Detection Rule: New window,

376–377
duplicate detection rules. See also data;

workflow rules
abbreviations and, 374
creating, 373–374, 376–377
defining when to run, 375–376
editing, 378–379
enabling, 375
manipulating duplicate records, 380
overview, 373
publishing, 377–378
testing, 379–380
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unpublishing, 378, 379
warning, 377

Duplicate Detection Settings dialog box,
375–376

Duplicates Detected dialog box, 379–380

• E •
e-mail

bulk/direct/blast/opt-in e-mail, 54
customer, sending to queues, 267–268
overview, 11
in queues, creating cases from, 268–270
in queues, creating leads from, 270
in scheduling activities for others, 186
warning, 54

e-mail address of book authors, 5
e-mail templates, personalizing, 54–55
e-mail tracking, personalizing, 55–56
e-mailing articles to customers, 286–287
editing. See also modifying

account records, 166–167
appointments, 37
data maps, 384
default report filters, 119, 122
duplicate detection rules, 378–379
knowledgebase articles, 318
marketing lists, 235–236
reports, 131–132
sales literature, 211–212
subjects, 300–301

Enable Duplicate Detection Settings dialog
box, 375–376

Enterprise Server license, 19
error reporting to Microsoft,

personalizing, 56
escalation, 13, 217–218
events, workflow and, 114
Excel 2007 For Dummies (Harvey), 146
Export to Excel feature

creating Excel records, 132–134
enhancements, 28, 387

exporting, updating, and re-importing
data, 386–387

exporting forecast data, 146–147
exporting, printing as, 124
exporting reports to other file formats, 124

• F •
faxing, 11
feedback, giving customers, 13
filtering. See also searching

cases, 280
records, 32, 38
reports, 119, 121
running reports without, 119–120
versus searching, 39

filters, editing default report, 119, 122
Financials tab in Campaign: New window,

247, 248
Find feature. See also Advanced Find; Look

For field; searching
accessing, 172
versus Advanced Find, 173
finding accounts by name, 172–173
searching for report text, 123

fiscal year settings, 137–139
follow-up rules, 110–112
Form Assistant, searching with, 40–41
forums, 361
FusionCharts add-on product, 354

• G •
General tab

Account: New window, 167, 168
Campaign: New window, 246–247
Case: New window

Assignment Information area, 284
Contract/Product Information area,

284–285
Overview area, 282–284
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General tab (continued)
Contract Line: New window, 341–343
Contract: New window, 337–339
Duplicate Detection Rule: New window,

376–377
Lead: New window, 151–152
Quote: New window, 198–200

Google Toolbar spell-checker add-on,
350–351

graphic data display, add-on products 
for, 354

• H •
Harvey, Greg, 146
help. See also add-on products; Web site

addresses
built-in help

blogs, 357
forums, 361
Help menu, 356–357
newsgroups, 358–361
overview, 355
Resource Center, 357–358

outside services
book’s authors, 364
for developers, 362
general CRM resources, 364
Microsoft service/support plans, 363
Microsoft software assurance, 363
MS CRM partners, 361
MS CRM training, 362–363
overview, 355–356

Hide Details button in Advanced Find, 
303–304

house-holding, 353

• I •
Import Source File form, 386
importing data

contact records, 166
creating data maps before, 381–383

editing data maps, 384
using Import Wizard, 166, 384–385
overview, 380–381
re-importing updated exported data, 387
reviewing status of, 385–386
using Scribe add-on, 353
warnings, 166, 385
when migrating to MS CRM, 371–372

instant messaging, 186
invoices. See also orders; quotes

accounting software and, 206
generating from orders, 205
overview, 197

• K •
knowledge base (KB)

articles
accessing via c360 portal, 272–273
approving, 318–319
attaching to cases, 286–287
creating drafts, 315–317
defined, 305, 311
deleting, 320
Draft folder, 315
e-mailing to customers, 286–287
editing, 318
overview, 314–315
Published folder, 315, 319–320
rejecting, 319
related to subjects, viewing, 308
relating to subjects, 305–308, 316
searching for in Case: New window,

286–287
searching for in KB window, 320–322
submitting drafts for approval, 317–318
Unapproved folder, 315, 318
unpublishing, 320

defined, 311
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organizing, 311–312
preventing chaos, 314
templates

creating, 312–314
default templates, 312–313
defined, 311
selecting, 305–306, 316

Knowledge Base window, 315
KnowledgeSync add-on product, 68, 116,

351–352

• L •
language options, 57
Lead: New window

adding to marketing lists via, 232–233
Contact Methods settings, 224–227
entering data in, 151–152

leads. See also opportunities
converting to opportunities, 155–156
creating from e-mail in queues, 270
defined, 149
deleting, 154
disqualifying, 153–154
entering manually, 150–152
methods for contacting, 224–227
modifying, 152
reactivating, 154–155
sources of, 150
viewing, 152–153
warning, 154

Leads window, 30–31, 150–151
linking. See relating; associating
Live versus On-Premise versions. See also

Microsoft Dynamics CRM 4
data access, 16–17
defined, 15
overview, 1, 15–16
security, 16
total cost of ownership, 17

Look For field. See also Advanced Find
feature; Find feature; searching

in Advanced Find, 41–42, 303–304
finding activities using, 183
finding cases using, 280
in Look Up Records dialog box, 330

Look Up Articles dialog box, 286–287
Look Up Records dialog box

adding marketing list members, 229–233
adding users to territories, 67
defined, 40
searching for queues, 330

lookup fields (magnifying glass icon)
autocomplete feature, 282–283
search enhancement, 27
searching with, 40

• M •
magnifying glass icon. See lookup fields
mail merge enhancements, 27
mail merges from marketing lists, 239–241
Manage Members form, 230
Manage Quotas dialog box, 140–141
Manager module. See also workflow rules

accessing, 103
creating automatic rules, 103–108
creating manual rules, 110–112
defined, 102

managers
account managers, 103–108
personal information managers, 9
service managers, 324, 329
of users, viewing, 217

marketing campaigns. See campaigns
marketing lists

adding members
using Advanced Find, 229–230, 233–235
from Lead/Contact/Account forms,

232–233
using Look Up Records, 229–233
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marketing lists (continued)
versus Advanced Find, 227
associating campaigns with, 254–256
creating, 228–229
database design and, 223–224
defined, 223, 244
Do Not Allow option, 225–227
editing, 235–236
merging mail from, 239–241
removing records from, 236–239
seeing number of records in, 232
setting contact method options, 224–227
warning, 225

Marketing Lists window, 228
Marketing module

Accounts window, 32
Campaigns window, 245
Leads window, 30–31, 150
Marketing Lists window, 228
navigating to, 34–35
overview, 34
Sales Literature window, 207–211

marketing reports, 118
measuring business processes, 13, 218
merging mail from marketing lists, 239–241
Microsoft CRM SDK (Software Developers

Kit), 271, 274
Microsoft CustomerSource portal, 363
Microsoft Dynamics, 11
Microsoft Dynamics Code Gallery, 362
Microsoft Dynamics CRM 4. See also CRM

accessing, 34
accessing via offline Outlook client

defined, 21, 25
overview, 18
synchronizing data, 25–26

accessing via online Outlook client
CRM menu options, 24–25
CRM toolbar, 22–23
defined, 21–22
Outlook Shortcuts folders, 23

accessing via Web client, 21, 26

add-on products
to access instant expert advice, 354
to automate processes, 351–352
c360, 271–273, 352–353
CanDoGo, 354
criteria for selecting, 349–350
to display data graphically, 354
FusionCharts, 354
to generate alerts, 351–352
Google Toolbar spell-checker, 350–351
to import/manipulate data, 353
to increase productivity, 352–353
to integrate with Web sites, 271–273,

352–353
KnowledgeSync, 68, 116, 351–352
Neocase, 354
Powertrak from Axonom, 274, 353
product review site, 349–350
SalesCentric, 354
Scribe, 353
TaskCentre, 351–352
to upgrade customer service, 354
warning, 350

allowing external access to, 271–274
application modules, 34–36
business processes setup, 12–13
contact tracking, 10
context-sensitive elements, 29
customer communications, 10–11
customer retention, 14
evolution of, 9
goals for implementing, 14
implementing pilot programs, 15
integration with accounting, 11–12
integration with Web sites

creating cases from e-mail in queues,
268–270

creating leads from e-mail in queues, 270
creating records using MS CRM SDK,

271, 274
overview, 267
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sending customer e-mail to queues, 
267–268

warning, 271
via Web portals/connectors, 271–274,

352–353
limitations, 180–181
Live versus On-Premise versions

data access, 16–17
defined, 15
overview, 1, 15–16
security, 16
total cost of ownership, 17

migrating to
cleaning the data, 370–371
considering reporting, 368–369
defining expectations, 367–368
designing the system, 369
evaluating current system, 366–367
implementing the design, 370
importing the data, 371–372
overview, 365–366
testing the system, 370
training the staff, 372

mobile functionality, 18
needs analysis for, 14
offline data access, 18
Outlook client enhancements

Convert Utility tool, 27
data entry, 27
Diagnostic Tool, 27
Export to Excel features, 28
mail merge, 27
offline synchronization, 28
overview, 26
record searches, 27
Regarding feature, 27
Report Wizard, 27–28
reporting services, 27–28
synchronizable data types, 27
user interface, 27

overview, 1–2

personalizing
advanced searches, 50
currency type, 51
default calendar view, 52–53
default start page, 49–50
default work hours, 53
display contrast, 51
e-mail templates, 54–55
e-mail tracking, 55–56
error reporting to Microsoft, 56
language, 57
number/currency/time/date formats,

53–54
overview, 47–48
records per page, 50
roles, 51
time zones, 50–51
workplace, 51

Planning Guide, 13–15
pop-up blockers and, 34
Resource Center, 44
server licenses

Enterprise, 19
migrating to other versions, 19
overview, 18
Professional, 19
Workgroup, 18–19

signing on, 33–34
terminology, 10
user profile settings

addresses, 59
Details group and, 59
general information, 59
overview, 57–59
security roles, 60
Service group and, 59
team assignments, 60
work hours, 60–61
workflows, 61

using successfully, 20
using without Outlook, 180–181
warning, 180
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Microsoft Dynamics CRM 4 (continued)
workflow rules, 12–13
workplace screen

context-sensitivity of, 30
defined, 29–30
editing appointments, 37
getting back to, 34
navigation buttons, 30
navigation pane, 30–31
posting announcements, 37–38
scheduling appointments, 36–37
status bar, 31
windows, 30–33

as XRM system, 367
Microsoft Dynamics CRM Dev Center, 362
Microsoft Outlook. See Outlook
Microsoft service/support plans, 363
Microsoft software assurance plan, 363
Microsoft SQL Server 2005 Reporting

Services, 124, 130
migrating to MS CRM. See also Microsoft

Dynamics CRM 4
cleaning the data, 370–371
considering reporting, 368–369
defining expectations, 367–368
designing the system, 369
evaluating current system, 366–367
implementing the design, 370
importing the data, 371–372
overview, 365–366
testing the system, 370
training the staff, 372

mobile functionality, 18
modifying. See also editing

leads, 152
report display size, 123

Monitor module. See also workflow rules
defined, 102, 113
monitoring rules, 113
setting monitoring options, 61

• N •
navigation buttons, 30
navigation pane, 30–31
needs analysis, 14
Neocase add-on product, 354
nesting subjects, 295
.NET assemblies, 116
networked mode, 1
newsgroups, 358–361
notes. See also attachments

adding as attachments, 194–195
creating, 191–193
defined, 191
deleting, 195
grammar/spell checking, 192
warning, 191

Notes and Article tab
Case: New window

defined, 285
Knowledge Base Article area, 286–287
Notes area, 285

Notes tab
Account: New window, 170–171, 192–193
Appointment: New window, 185
Campaign: New window, 247
Contract Line: New window, 343
overview, 191

number format options, 53–54

• O •
object-based security. See security, internal
offline data access. See Outlook, offline

client
online Outlook client. See Outlook, online

client
On-Premise versus Live versions. See also

Microsoft Dynamics CRM 4
data access, 16–17
defined, 15
overview, 1, 15–16
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security, 16
total cost of ownership, 17

operators, Boolean, 173
opportunities. See also leads; sales

forecasts
adding customers to, 162
assigning, 159–160
associating quotes with, 203
closing, 162–163
converting leads to, 149, 155–156
creating records, 149, 156–158
defined, 149
deleting, 164
linking to activities or files, 161
Relationships function and, 162
reopening, 163–164
sales processes and, 219
sharing records, 159–160
updating records, 158
warning, 160
workflow rules and, 162

Opportunities window, 35, 141–142
opportunity reports, 145
orders. See also invoices; quotes

accounting software and, 206
converting quotes to, 204–205
generating invoices from, 205
overview, 197

Outlook
client enhancements

Convert Utility tool, 27
data entry, 27
Diagnostic Tool, 27
Export to Excel features, 28
mail merge, 27
offline synchronization, 28
overview, 26
record searches, 27
Regarding feature, 27

Report Wizard, 27–28
reporting services, 27–28
synchronizable data types, 27
user interface, 27

offline client
defined, 21, 25
overview, 18
synchronizing data, 25–26

online client
CRM menu options, 24–25
CRM toolbar, 22–23
defined, 21, 22
Outlook Shortcuts folders, 23

• P •
Parent Account fields in contact 

records, 166
parent account records, 171
partners, MS CRM, 361
Peri, Jagan, 268
phone numbers

Axonom, 353
c360, 353

pilot programs, implementing, 15
PIMs (personal information managers), 9
pipeline reports, 145
Planning Guide for MS CRM, 13–14, 15
pop-up blockers, 34
Powertrak add-on from Axonom, 274, 353
price lists, 82–85
Price Lists window, 83
price quotes. See quotes
printing

as exporting, 124
overview, 11
quotes, 203–204
reports, 124

processing, defined, 323
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product catalogs
adding products, 85–88
creating

discount lists, 77–79
price lists, 82–85
in Product Catalog window, 76–77
unit groups, 80–82

overview, 75–76
product kits, 86
product substitutes, 86
products

associating campaigns with, 253
related to subjects, viewing, 309
relating to subjects, 308–309
vertically-oriented products, 353

Products window, 309
Professional Server license, 19
profiles. See user profile settings
proposals versus quotes, 198
prospects, 149
Published articles folder, 315, 319–320
publishing duplicate detection rules,

377–378

• Q •
Queue: New window, 327–328
queues

accepting activities/cases assigned to,
331–332

activities auto-assigned to, 329
assigning activities to, 328–331
creating, 326–328
creating cases from e-mail in, 268–270
creating leads from e-mail in, 270
defined, 65, 323–324
designing, 324, 326
personal/public queues, 325
sending customer e-mail to, 267–268
service managers/CSRs for, 324, 329

Queues window
accessing, 326
My Work queue, 325
Queues area, 325, 326

quick campaigns. See also campaigns
creating, 263–265
defined, 226
versus marketing campaigns, 226
viewing results, 265–266

Quick Campaigns window, 265–266
quotas. See sales quotas
Quote: New window

accessing, 198
Addresses tab, 201
Administration tab, 201–202
General tab, 198–200
Shipping tab, 200

quotes. See also invoices; orders
accounting software and, 206
activating, 202
associating with opportunities, 203
converting to orders, 204–205
creating, 198–202
overview, 197–198
printing, 203–204
versus proposals, 198

• R •
recording campaign responses, 260–262
records. See also data

accessing in application modules, 35–36
assigning, 95, 99
creating using MS CRM SDK, 271, 274
filtering, 32
per page, personalizing, 50
previewing, 32–33
related to reports, 130
search enhancements, 27
selecting, 33
sharing, 95–98
sorting, 33
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unsharing, 95–99
viewing, 32–33
warning, 225

Regarding feature, 27
Related Campaigns window, 262–263
relating. See also associating

campaigns to each other, 262–263
opportunities to activities or files, 161
to subjects

articles, 305–308, 316
cases, 302–303
overview, 301–302
products, 308–309
sales literature, 310

Relationships function, 162
removing. See also deleting

marketing list records, 236–239
reports from report area, 132
subjects, 301

Report: New dialog box, 125
Report Wizard

accessing, 125–126
creating reports, 117, 126–129
editing reports, 131–132
enhancements, 27–28
overview, 117

reporting
on business processes, 13
enhancements in, 27–28
in migrating to MS CRM, 368–369

reports
adding report categories, 117–118
built-in report categories, 118
on campaigns, 263
creating Excel reports, 132–134
creating report snapshots, 122
creating with Report Wizard, 117, 125–129
drilling down into, 123
editing default report filters, 119, 122
editing with Report Wizard, 131–132
exporting, 124

filtering, 119, 121
modifying display size, 123
navigating pages in, 123
navigating report area, 118–123
opportunity reports, 145
parent reports, 130
pipeline reports, 145
printing, 124
related record types, 130
removing from report area, 132
running without filtering, 119–120
for sales forecasts, 145–146
saving and running, 131
searching for text in, 123
setting general options, 130
sharing, 122
SQL Reporting Service reports, 130
types of, 130
view options, 123

reports for, built-in, sales forecasts, 145
resolving cases, 292–294
Resource Center, 44, 357–358
resource groups, 64
resources. See add-on products; Web site

addresses; help
role-based security. See security, internal
Roles settings, Relationship, 65
roll-up summaries, 352

• S •
SaaS (software as a service), 15
sales force automation (SFA) systems, 

9, 277
sales forecasts. See also opportunities

entering new, 141–143
exporting forecast data to Excel, 146–147
importance of, 146
reports for, 145–146
updating, 144–145

sales invoices. See invoices
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sales leads. See leads
sales literature

adding, 207–211
associating campaigns with, 253–254
associating with competitors, 212–213
editing, 211–212
overview, 207
related to subjects, viewing, 310
relating to subjects, 310
usefulness of, 214

Sales Literature window, 208–211
Sales module, 34–35
sales opportunities. See sales forecasts;

opportunities
sales orders. See orders
sales processes. See also business

processes
opportunities and, 219
planning, 218–220
Solution Selling process, 218
typical sales cycle, 219–220
workflow rules and, 162

sales quotas
defined, 137
setting fiscal year options, 137–139
setting saleperson quotas, 139–141
warnings, 138, 139, 140

sales reports, 118
Sales Territories window, 65
SalesCentric add-on product, 354
Salesforce.com, 16
saving data, 31
scheduling activities

appointments, 36–37
for others, 186
without Outlook, 184–186
for yourself, 184–185

Scribe add-on product, 353
SDK (Software Developers Kit), Microsoft

CRM, 271, 274

searching. See also Advanced Find feature;
Find feature; Look For field

versus filtering, 39
with Form Assistant, 40–41
for knowledgebase articles, 286–287,

321–322
in lookup fields (magnifying glass icon)

autocomplete feature, 282–283
defined, 40
search enhancement, 27

overview, 38
using Search for Records/View fields, 39

security, internal
defined, 90
object-based security

defined, 90–91
defining access levels, 91–92
setting user privileges, 91

role-based security
assigning roles to users, 94
defined, 90
predefined roles, 92–94
setting up roles, 34, 51, 60
viewing roles, 60

sharing data with team members
assigning records, 95, 99
defining teams, 95
overview, 95–96
sharing records, 95–98
streamlining, 100
unsharing records, 95, 98–99

security, physical, 89
security in Live versus On-Premise

versions, 16
Security Roles window, 92–93
Select options in Advanced Find, 304
Select a Template dialog box, 305–307
server licenses. See also Microsoft

Dynamics CRM 4
Enterprise, 19
migrating to other versions, 19
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overview, 18
Professional, 19
Workgroup, 18–19

service activities, 181
service cases. See cases
Service group in user profiles, 59
service managers, 324, 329. See also CSRs
Service module, 34–35
service plans, Microsoft, 363
service reports, 118
services, defined, 65
Set Personal Options tabs

Activities, 52–53
E-mail, 55–56
E-mail Templates, 54–55
Formats, 53–54
General, 48–51
Languages, 57
Privacy, 56
Workplace, 48, 51

Settings module, 35, 64–65
SFA (sales force automation) systems,

9, 277
sharing

accounts, 176–177
data with team members. See also

security, internal
assigning records, 95, 99
defining teams, 95
overview, 95–96
sharing records, 95–98
streamlining, 100
unsharing records, 95, 98–99

opportunities, 159, 160
report snapshots, 122

Shipping tab in Quote: New window, 200
Show Details button in Advanced Find,

303–304
single tenancy, 19
sites, 65
snapshots, report, 122

software assurance plan, Microsoft, 363
Solution Selling: Creating Buyers in Difficult

Selling Markets (Bosworth), 218
sorting

activities, 183
cases, 280
contract lines, 343

spam, 54
SQL (Structured Query Language), 371
SRS (SQL Reporting Service) reports, 

124, 130
start page, default, 49–50
status bar, 31
subaccounts, 166, 171
Subject field, 297, 316
Subject Lookup dialog box, 299
subjects

accessing subject trees, 298, 303
accessing Subjects window, 297
adding, 298–300
defined, 295–296
defining subject trees, 296–297
drilling down into, 299–300
editing, 300–301
nesting, 295
relating other entities to

articles, 305–308, 316
cases, 302–303
overview, 301–302
products, 308–309
sales literature, 310
warning, 303

removing, 301
subject buckets, 295
versus Subject field, 297
viewing entities related to

articles, 308
cases, 303–305
products, 309
sales literature, 310

warning, 300
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support plans, Microsoft, 363
suspects, 149
synchronization, data, 25–28
System Jobs Information page, 386

• T •
Task: New window, 249
TaskCentre add-on product, 351–352
tasks

assigning, 12
escalation and, 13
giving customers feedback on, 13
planning campaign tasks, 248–250

TCO (total cost of ownership), 17
teams

assigning to business units, 72–73
assigning users to, 60, 73–74
versus business units, 69
creating, 72–73
defined, 58, 63
defining, 95
overview, 71–72

telephone numbers
Axonom, 353
c360, 353

templates
contract, creating, 334–336
e-mail, personalizing, 54–55
knowledge base

creating, 312–314
default templates, 312–313
defined, 311
selecting, 305–306, 316

territories
adding user/members to, 67
assigning accounts to, 67–68
defined, 59, 63
Sales Territories, 64–67
setting up, 64–67, 168–169
warning, 68

testing
automatic workflow rules, 108–109
duplicate detection rules, 379–380
manual workflow rules, 112
migration to MS CRM, 370

third-party products. See add-on products
threads, newsgroup, 359
time zones, 48, 50–51
time/date formats, 53–54
toggle switch, 100
training, 362–363, 372

• U •
unit groups, 80–82
Units window, 82
updating

exported data, 386–387
opportunities, 158
re-importing updated data, 387
sales forecasts, 144–145

Use Advanced Find to Evaluate Members
option, 237–239

Use Saved View field in Advanced Find,
41–42, 43, 303–304

user interface enhancements, 27
user profile settings

addresses, 59
general information, 59
overview, 57–59
security roles, 60
team assignments, 60
work hours, 60–61
workflows, 61

users
adding to territories, 67
assigning accounts to, 175–176
assigning cases to, 288–289
assigning opportunities to, 159–160
assigning roles to, 94
assigning to teams, 60, 73–74
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setting privileges, 91
viewing managers of, 217

• V •
vaporware, 350
vertically-oriented products, 353
View field, 39
View menu in Activities window, 183
View menu in Cases window, 280
viewing

activities, 182–183
calendar without Outlook, 181–182
cases, 272–273, 280
entities related to subjects

articles, 308
cases, 303–305
products, 309
sales literature, 310

leads, 152–153
managers of users, 217
previewing records, 32–33
quick campaign results, 265–266
reports, 123
roles, 60

views, default calendar, 52–53

• W •
Web client, accessing MS CRM via, 21, 26
Web portals, 271–274
Web services, 9
Web site addresses

authors, 364
CAN-SPAM Act of 2003, 54
general CRM resources, 364
Microsoft CRM

Code Gallery, 362
Community, 89
dealers, 361

Dev Center, 362
Implementation Guide, 89
planning guide, 14
SDK, 271
service/support plans, 363
TCO comparison spreadsheet, 17
Team Blog, 357
training, 363
workflow blog by Jagan Peri, 268

Microsoft CRM add-ons
c360, 271, 353
CanDoGo, 354
FusionCharts, 354
Google Toolbar spell-checker, 350
KnowledgeSync from Vineyardsoft, 351
Neocase, 354
Powertrak from Axonom, 274, 353
review site, 349
SalesCentric, 354
Scribe, 353
TaskCentre from Orbis, 351
Web portals, 271, 274

Microsoft SQL Server Reporting 
Services, 124

Web site integration with MS CRM
creating cases from e-mail in queues,

268–270
creating leads from e-mail in queues, 270
creating records using MS CRM SDK, 

271, 274
overview, 267
sending customer e-mail to queues, 

267–268
warning, 271
via Web portals/connectors, 271–274,

352–353
work hour settings, 53, 60–61
workflow blog by Jagan Peri, 268
Workflow Manager window, 103–104
Workflow Monitor window, 113
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workflow rules. See also duplicate
detection rules

actions and, 115–116
activities and, 179
automatic rules

creating, 103–108
overview, 12–13, 101–102
testing, 108–109
warning, 108

business processes and, 12–13, 215–216
conditions and, 114–115
creating cases from e-mail in queues,

268–270
creating leads from e-mail in queues, 270
defined, 101
events and, 114
KnowledgeSync and, 116
limitations, 102, 351
Manager module

accessing, 103
creating automatic rules, 103–108
creating manual rules, 110–112
defined, 102

Monitor module
defined, 102, 113
monitoring rules, 113
setting monitoring options, 61

.NET assemblies and, 116
On-Demand (manual) rules

calling, 109–110
creating follow-up rules, 110–112
defined, 109
testing, 112

sales processes and, 162
Workgroup Server license, 18–19
workplace

accessing application modules, 34–35
accessing record level, 35–36
context-sensitivity of, 30
defined, 29–30, 51
getting back to, 34
navigation buttons, 30
navigation pane, 30–31
personalizing, 51
windows

defined, 30–33
records in, 32–33
toolbar, 32

• X •
XRM system, MS CRM as an, 367
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