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Microsoft Dynamics Customer 
Relationship Management system

Q	What	is	Dynamics	CRM,	and	what	
does	it	do?

A		As the name suggests, it’s part 
of Microsoft Business Solutions 
Dynamics range, and it’s a Customer 
Relationship Management system. 
When you use it you can track your 
customers from first contact through 
purchase and post sales. 

This is a product developed from the 
ground up on Microsoft technology, 
and it makes strong use of products 
including SQL Server and Internet 
Information Server (IIS),  as well as our 
desktop products such as Windows XP 
and Windows Vista, and of course the 
Office System. You can use Dynamics 
CRM in a variety of different ways, 
though most people use it primarily 
through Outlook, Word, Excel and 
the rest of the Office Suite. If you’re 
working away from the office, it 
can also be used via devices such as 
Windows Mobile®, and you can 
also use it on your laptop, work in a 
disconnected session then synchronise 
when that’s possible. 

Q		The	 Microsoft	 website	 says	 it’s	
available	 in	 three	 versions	 –	 Live,	 On-
Premise,	 and	 Partner-Hosted;	 what	 are	
the	relative	advantages	of	each	option?

A  The Live version (where the 
software is hosted by Microsoft) is 

being beta tested in North America. 
It’s currently not available in the UK, 
although the intention is that it will 
become available here when appropriate. 
The Live version is intended more for 
deployment in smaller organisations 
where there’s no requirement for 
running server-side code. In the UK, 
the choice is between on-premise and 

hosted. In the on-premise model, the 
software is installed locally at your 
organisation. In the hosted model, the 
software is located at the company 
from whom you licensed the software, 
your software partner. You then use 
it remotely as online services, though 
the beauty is that you still experience 

Dynamics CRM via the same interfaces 
– Outlook, usually. One advantage of 
the hosted model is that it’s very easy 
to turn your subscriptions on and off as 
required with no work locally. You also 
have no up-front capital costs, no need 
to buy hardware and provision it. All 
you need is the URL to link to. 

The beauty is that you can swap 
between the hosted and the on-
premise model and move either way as 
appropriate. We use one single code base, 
so you really won’t notice any difference 
between the versions. Of course, even 
an on-premise installation can be truly 
Internet facing, and you can choose 
always to access it via web browsers. 

Q		The	new	version	adds	multi-tenant	
architecture	–	what’s	that?	

A		The multi-tenant architecture 
makes it easier for hosting companies to 
set up a new customer with Dynamics 
CRM really quickly and easily. The term 
refers to the ability to have multiple 
customers hosted on the same server 
in a secure fashion. Earlier versions in 
essence needed a server per customer, 
which was not very cost effective, and 
from the customer’s viewpoint had the 
added disadvantage that if you asked for 
a hosted Dynamics CRM installation, 
the hosting company had to install and 
provision an entire server. Using a multi-
tenant configuration, a partner can 
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via email, or SMS, or instant messaging. 
What’s more, when you want to make 
contact with that team member, you 
can do so from within Dynamics CRM, 
so you can set up your instant message 
conversation, make your phone call 
using VOIP, or of course send an email. 
It’s also integrated into their SharePoint 
Mysites, so that team members can view 
relevant information with other team 
members. It’s a great tool for keeping 
teams working effectively.

Q		You’ve	 also	 released	 an	 SDK	
(Software	Development	Kit)	for	Dynamics	
CRM.	Do	you	see	Dynamics	as	a	product	
people	will	want	to	develop	for?

A  Absolutely. If you have in-house 
developers (or you’re a developer 
yourself), one great feature of Dynamics 
CRM is that while its current main use 
is for Customer Relations Management, 
in essence it doesn’t have to be about 
sales and marketing, in fact you can 
think of it as Dynamics XRM, where 
the X represents whatever business 
element you want to manage. If you 
want to create new functionality, add 
a new line of business capability, it’s 
very easy for developers because we 
have an SDK (Software Development 
Kit), a toolkit that integrates with CRM 
and lets you create the data structures 
necessary, manage the relationships, 
create new forms for working with 
the underlying data, all without going 
into technologies such as ASP.NET. 
The toolkit automatically creates a 
web service that will access the new 
data structures you’ve defined. The 
functionality you add doesn’t have to 

be traditional CRM, it could be more 
focussed on financial services, say, or 
ERP (Enterprise Resource Planning). 
The functionality is then delivered 
through Office and Outlook, so it’s a 
great way to create business applications 
very quickly. We also have support for 
the Workflow Foundation, extending 
the developer capabilities even further. 

Q  Tell	 us	 more	 about	 the	 Workflow	
foundation	 and	 what	 it	 means	 to	
Dynamics	CRM?

A  Windows Workflow Foundation 
is the programming model, engine and 
tools that developers can use to quickly 
build workflow enabled applications 
on Windows. Dynamics CRM now 
has its own interface into Workflow 
Foundation so developers can create 
workflow enabled business processes. 
Developers can make use of an events 
based model, and can intercept events pre- 
or post- database transactions. BizTalk® 
is the primary route for integration from 
Dynamics CRM. We’ve a web-services 
aware BizTalk adapter that can be used 
to get data into the system, and going the 
other way there are plug-ins to export 
XML data on updates, and to send that 
data to the appropriate location such 
as Microsoft Message Queue. We’ve 
got some good content on the SDK site 
showing how to create web services and 
how to take advantage of Dynamics 
CRM’s plug-in architecture.  

The most important thing I’d like 
to say about Dynamics CRM is that 
there’s a 90 day free trial available, so 
you can try it for yourself and see just 
how good it is. 

For more information about: Dynamics 
CRM and the 90 day free trial, visit the 
main site at: www.microsoft.com/dynamics 

The download site for Dynamics CRM 
SDK at: www.microsoft.com/uk/dynamicscrm

The Dynamics CRM UK blog at:  
http://blogs.msdn.com/ukmscrm/     ■

provision a new installation in minutes. 
Each customer is deployed in a secure 
way, each with their own SQL instance, 
and if necessary customers can scale out 
across the hosted infrastructure.
 
Q		The	new	version	also	promises	new	
business	 intelligence	 capabilities;	 what	
are	the	benefits	you’re	offering?	

A		Earlier versions of Dynamics used 
a version of Crystal Reports for the 
reporting elements. With the previous 
release, Dynamics CRM 3.0 we moved 
to use SQL Server Reporting Services 
(SSRS), which improved the reports 
we were able to offer. However, our 
customers told us that they want to be 
able to create their own reports without 
always having to go to the IT department, 
so in version 4 we’ve added an end-user 
report wizard. This lets you construct 
your own SSRS reports without it being 
necessary to go to your IT department.

Because we use the capability from 
SQL Server, the range of business 
intelligence features we can offer is 
great. Customers can make use of data 
mining and predictive analytics, and they 
can work on that data in Excel® where 
they feel happy in a familiar interface. 
What’s great is that they can then refresh 
the data because they have a dynamic 
connection to their CRM data. 

Our partners are obviously making use 
of the ability to use SQL Server analysis 
and reporting features, so customers 
who want to carry out analysis on their 
Dynamics CRM data in the form of 
OLAP cubes will be able to do so by 
working with their partners. 

Q		What	does	 the	collaboration	with	
Office	 Communications	 Server	 2007	
provide?

A		This adds the ability to include 
presence information in Dynamics 
CRM. If you’re working in a team on a 
particular customer’s account, you are 
able to see whether other team members 
are at their desk, away, best contacted 
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