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Welcome to the CRMor Outlook
Basics guide

Thisguide contains thessentials you need tose Microsoft Dynamics CRM for Outlook, the

Microsoft Outlook adeh y G KIF G @g2NJ] a G23SGKSNJ gAGK aAONRaz27¥i
show you low to navigateCRM for Outlookenterand editdata, and move yaucustomers
successfullyhrough the sales cycle.

Wely2s @&2dzNB indeiléd whatydu nged to Rngvi té get productive right away,
and we kept every topic as short as possilhénk bite-sized servings.

Have it your way

You can reathis guide straight through in order, orregdsti KS (2 LJA O& @& 21Hz2QNB Ay ( S|
€2dzOQNBE (KS LISNB2Y NBalLRyaiaotsS ¥F2 Ndethdduietd y3 LIS 2 LI
walk through the topics in training sessions.

Create your own training materi  als

To make it easier for yoto create your own training materialg,S QNBE I A A WE& &2dz | Ay
editable files so that pu can replace screen shots, chaittige text, or use your own logo
whatever works to make the trainingaterials match your system astlyle.

Find more answers and training online

LT @2dz2ONB ySg¢ (G2 aAONRaz27Ti cleéylt MACRE Bdsivsa > & 2dz YI &
eBook It covers the same content as this guide, but from the perspective of the Microsoft
Dynamics CRM web client.

To find more eBooksjdeos, and other great contemd help you get the most out of Microsoft
Dynamics CRnd CRM for Outloglcheck out theCRM Customer Centéom your favorite
deviceat www.CRMCustomerCenter.com

@ Talk to us
La GKAa GKS {AYR 2F IWwRRSP Se XZRORISt A12SrS
like to know aboutz SQR f 2@S (2 (y26 6KIFG KSf LA
Please take a minute to send us a quick ndt& Qf f dzAS &2 dz2NJ FSSF
content.



http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/training-adoption-kit-for-microsoft-dynamics-crm.aspx
http://go.microsoft.com/fwlink/p/?LinkID=512927
http://go.microsoft.com/fwlink/p/?LinkID=512927
file://tkzaw-pro-19/MyDocs4/brycho/My%20Documents/CRM%20for%20Outlook%20Basics/Tech%20Review/www.CRMCustomerCenter.com
mailto:mscrmdf@microsoft.com?subject=eBook:%20CRM%20for%20Outlook%20Basics%20Guide(/1:help/2:V7/3:V7/4:eBook-CRM-Basics.htm/5:None/6:en-us/7:OP/8:CRM)&body=Thanks%20for%20taking%20the%20time%20to%20send%20us%20your%20feedback.%20What%20would%20you%20like%20to%20let%20us%20know%20about%20the%20CRM%20for%20Outlook%20Basics%20guide?

Meet CRMfor Outlook

T L.AI‘I:‘é a




A new, but comfortably familiar face

L¥ @2dz2QNB f A1 S YI yMicrokdf @utliiolSas yoar 2ammisdtion®s | Re&  dza S
A0KSRdz Ayaz FyR O2yidGlFOdG YIyl3aSYySyid Kdzmeo . dzi
and all that it has to offerwith CRM for Outloola free addin for Microsoft Oulbok, you can

take advantage of what you already know about Outlook to make it easier to learn and work

with Microsoft Dynamics CRM.

CRM for

Qutlook

When you install CRM for Outloglgu can send and receive email, and create tasks and
appointments the same way you aws haven Outlook But the addn alters the Outlook
interface ina few key waysFor example, CRM for Outlook addSRMsection to theHometab
for email, appointments, contacts, and tasksalso adds a ne@RMtab to the ribbon

MNew CRM tab.

T~ e &

on Mem i Track St

|

New CRM section
on Home tab,

On the left side bthe screen, below yowemailLy 6 2 EX & 2 dzQf f & S Qithlthe y S 6
name of your organization and folders you can use to find your way around CRM for Outlook

4 Contoso

- @ Help

k: |_‘%« Marketing
[ _l_ﬁ Sales

[ ﬁ Service

[+ ﬂ Settings

Theseand otherinterface components make it possible to access all the core Miftros
Dynamics CRM features directly from Outlook.

Next up: Take advantage of what you already know

YI éc
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Take advantage of what you already know

L¥ @2dz I f NBFR@& dza$S hdzif 221 F2NI SYFATI | LILRAYGYS)
/' wa F2NJ hdzift221® Ly FlLOGx @2dzQft AyadAyOdArgSte |
you can sort, categorize, and flggur datausing the same toolsoy would use in Outlook

Sort a column by clicking a Choose a Categories check box to
column header. categorize your data by color.

/

AR PHONE ADDRESS 1! OITY PRIMARY CONTACT EMALIL FPRIMARTY COMNTALT, Z.\_':: ES

555158 Eedmand Revse Valded [Lample iameone_ i anple.com

550052 Sarks Cngg Hancy &nderign [Lamgl# iameone cFraamgle.com

somanne_hiSEamphe (om

Choose a flag to mark a
record for follow-up or to set
a reminder.

/ wa F2NJ hdzif 221 Ft&a2 2FFSNE FSI idNBa GKFG | NByQi
2850ttt O020S8NJ K248 ySEG®

Next up:  Track your Outlook email, appointments, contacts, and tasks




Track you Outlook email, appointments,
contacts, and tasks

A big part of working in Microsoft Dynamics CREréating and recording different types of
activities sending email, creating appointments, creating tasksat revolve around a sales or
service procesdVith CRM for Outlook, you can create these types of activities the same way
you always ddan Outlook but to record the activitiegh Microsoft Dynamics CRMoutrack

them. Tracking an email message, appointment, contact, or task is as simple as ctioosing
Trackbutton on the ribbon.

TASK INSERT FORMAT TEXT REVIEW

e S BIE 4
e X I B = O|8| A

: 2> = 2] &
Save & Delete Forward OneMote Show Manage Recurrencel Track Set

Close - Task - Regarding =

Actions Recurrence CREM

When you trackan email, appointment, contact, or tas&cord, a copy of that record is created
in Microsoft Dynamics CRMfter a record is tracked,ou can stillaccess that record frorl@RM
for Outlookby choosingview in CRM You or anyone who has access to your activity records
can also access them in Microsoft Dynamics CRM.

You can use the Microsoft Dynamics CiRidking paneat the bottom of a tracked record to see
that a record is tracked, and to easily accessteglaecords.

The tracking pane appears at the bottom of a tracked record.

= Migrofoft Dynamics CRM
&% Regarding:  Adventure Works (sample) 8 Options

=4 This email will e tracked in CRM fter it ic sent. Laarn more sbaut the fislds that are synchronized with CRM. Leam Mors

Trackingprovides a great way to keep your personal Outlook receegmrate from your
Microsoft Dynamic€RM records since ydrack just the records you want to synchronize with
Microsoft Dynamics CRM

Next up: Enhanced email capabilities make you more productive




Enhanced email capabilitiemmake you
more productive

After you track an emaihessagén CRM for Outloakyou caraccess several Microsoft
Dynamics CRM features from the CRM for Outlook ribBonexanple, if you receive email

from a potential sales lead, you can convert the email message directly into a CRM lead record.
Likewise, you can convert email messages into opportunities or cases.

5l \
= M 54 Convert To - Search People
2= Opportunity EE Address Book
Untrack Set - - _ .
Regardinf =% Lead Y Filter Email -
03 Case Find
) G J

You can also insert a Microsoft Dynamics CRM demaplate or a Knowledge Base article into

your email message, or even attach a sales brochure or other sales literature stored in Microsoft
Dynamics CRM

Untrack

A N L] insert Template -
A
= Insert Article -
Set
Regarding [E] Attach Sales Literature =
CRM

II'-

Tags

-

All of these features make you more productive because you can work in atsioiglieat
& 2 dzQdaBy famiiar with, but access Microsoft Dynamics CRM features at the same time.

Next up: Take your work with you when you go offline




Take your work with you when you go
offline

One of the great things about CRM for Outlook is you can take your work with you when you
unplug For example, if you travel toastomeR site, you can look up yolicrosoft Dynamics
CRM contacts, review and add new activities, run reports, and maheuticonnecting to the
Internet.

/ wa F2NJ hdzif 221 ad2NBa dz2lJ §KS OKIy3aSa &2dz YIS ¢
synchronizes them with Microsoft Dynamics CRM when you go back online.

Could it be any easier?

Next up: Security settings2 KI 4G AT &2dz Oy Qi | 00Saa I FSI Gdz2NBK




Security settingsiWhat 1 f you <ca
accessa feature?

Microsoft Dynamics CRM comes with security settings that control your access to certain

features, data, or even fields on screens, depending on your role.

LT &2dz OFyQli &aSS 2NJ I O00Saa a2YSUKAYy3I RSaAONAROSR
2 y f dhexkéwith the person who manages your systemagiay. You may need to get

additional security permissions.

Next section:Get Help when and where you need it




Get Helpwhen and where
you need it




Get Helpon a specificdialog box, window,
Or error message

As yowse CRM for Outloglou can acceddelp for pecific windows, dialog boxes, and error
messagesYou can access Hedy choosing

1 TheHelpbutton on the ribbon

Dashboards
@ # il dll; | -] r{ll il ol @ l?a D Searc I::/"_"\:I
Save MNew Edit Delete SetAs Share  Assign Refresh Advanced Help
As Default Dashboard All Find
Dashboard Management Action Cuery Help

1 The question mark button in the uppeight corner of a dialog box or window:

A Synchronization Settings for Outlook or Exchange [FullClient]

Synchronization Settings for Outlook or Exchange

View, create, or change filters that specify the appointments, contacts, and tasks in CRM that are synchronized to Qutlook or Exchange.
You can also view synchrenized fields and the synchronization direction for each entity type.

UserFilters ~ System Filters  Synchronizatien Fields

9 Links in dialog boxes:

Microsoft Dynamics CRM for Outiook Add Contacts - o IEN

Options Contacts Added
| Use Company Name 10 De the Account —
Track Ml communication for added contacts
Qotyy
Advanced »
LN more about adAing contacts 1o CRAM « fack Ada Contacts Lancel

9 Links or Help buttons in error messages

Microsoft Dynamics CRM

Would you like to set this client as the computer that will peform Outlook
l Y synchronization with this mailbox?

[[] Remember my answer

Nextup: / wa F2NJ hdziif 227 ! #ptNBelp DdzA RS LINR A RS A
10
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CRM f or Outl ook User 0s
In-depth Help

¢ KS 3dzZARS @2dzONB NBIRAY3 y2¢ aK2gaWkeByu K2g (2 3¢
need more than the basics, you can finedigpth helpinthe_wa T2 NJ hdzif 221 ! aSNDa

(_RM elp& Training

CRM for Outlook User's Guide

— vSetup a

CRM for Outlook Basics

« Find your data and work with lists X
- Vil e o o b A Access the Basics
« Emai appointmens, tsks, and thr scvies D +— guide you're reading
* Nurture leads through the sales process X 4 I’i ght now.

« Take your work and go offline

+ Make ityours

Access in-depth
task-based Help — * Tracking record

3 Microsoft
topics »Synchr =

Watch short videos

) Tip
MakS &dzNB G2 0221 YIFN)] GKS ! w[ FpauNawaakiS |/
of CRM for Outlook informatioat your fingertips

Next up: Your onestop shop for Help and training

11


http://go.microsoft.com/fwlink/p/?LinkID=524751

Your one stop shop for Help andtraining

If you need help with other Microsoft Dynamics CRM tasks, go to the Microsoft Dynamics CRM
Help & Training sitat: http://www.microsoft.com/en-us/dynamics/cm-customer
center/default.aspx

The Help & Training sitprovides lots of great contenincluding taskbased Helpshort videos,
eBooks, quick reference cards, walkthrougirsg customizabléraining content.

‘ Microsoft Dynamics
CRM Customer Center

Search for any

. content
What's New I"ﬁ
: ! See a list of
1'— o getting started
il | topics and
3 < videos

Find Help for
your work area —

Sales process: walkthrough

Set up a product catalog: walkthrough

Howdoll..
Sync with Outlook or Exchange FAQ

ile!
Go mobile! Videos & eBooks

Find Help on
top tasks

Business processes Al topics ..

Data management

CRM for Outlook

| Get Help from

Watch short . / the CRM
'& e ) community

videos

Videos Community Support

Make sure to booinark theHelp & Trainingite!

Nextsectionn Find your data and work with lists

12
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Find your data and work with lists
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How CRMfor Outlook data isorganized

lf 0K2dAK @2dz R2y Qi ySSR (2 1y2¢ GRMfoRdiook 6 2 dzi
I.

AGQa KSELI¥dA G2 (y26

In particular, there are two definitions you should know becailigé S &iseditinany places in
CRMfor Oulook: recordandrecord type

What 6s a record?

In CRM 6r Outlook arecordis a complete unit of information. Think of it like a single row in a
table or a spreadsheetwith multiple columns (or fields) to store the pieadsdnfo that make up
the entirerow. For examplean accounts recorthighthave a column foAccount Name

Phone Address Primary Contactand so on

My Active Accounts i v
Search for records
[ | ACCOUNT HAME MAIN PHONE ADDRESS 1: CITY | PRIMARY CONTACT EMAIL [PRIMARY CONTACT] | CATEGORIES ki
- |E . Datum Corporation (sample] -0 edmon: ene Valdes (sample] someone_i@example.com
{4 A. Datum C tion (sample) 5550158 Redmond Rene Valdes (sample) & I
i Adventure Works (sample -0 anta Cruz ancy Anderson (sample]  someone_c@example.com
& Adventure Works | le} 555-0152 Santa C N; And (s le) & |
& Alpine Ski House (sample -0157 issoula aul Cannon (sample someone_h@example.com
S Al SkiH (¢ [} 555-0157 M | Paul G ¢ le) h@ I
- o & Blue Yonder Airlines (sample] 0 0s Angeles idney Higa (sample] someone_e@example.com
is a record Elue Yonder Airlines (sample) 555.0154 Los Angel Sidney Higa (sample) I
' S City Power & Light (sample -0 edmaon cott Konersmann jsample) someone_f@example.com
5 City P & Light (sample) 555.0155 Redmond Scott K (sample) f@. I
e Coho Winery (sample 0158 0enix im Glynn (sample someone_j@example.com
o= Coho W (¢ Ig} 555-0159 Fh Jim G ¢ 1€} j@ I
~ A A = LA 4 A 2 b 4 7 4 % A N U 4
9N OK UAYS e2dz FRR I ySg 002dzyud uz2 UKS aea

What ds a record type?

Each record you add ©RM for Outlookelongs to a certainecord type such as an accotjn
contact, lead, opportunity, or case. (CRd Outlookhas several other types of records besides
0KSaSs> o0dzi GKS&aS INB (KS 2ySa e2dzff LINROL

Recordtype® I f a2 OI f fgi&Roua $ay to Hroup &nd érganize similar data

Nextup: Find your data
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Find your data

If youhaveworked with Microsoft Dynamics CRMou know that yowget aroundthe system by
usingthe navigation bar antles:

Microsoft Dynamics CRM

Navigate with tiles in Microsoft Dynamics CRM

YourMicrosoft Dynamics CRM scresrayt 2 2 |

Settings ~ Data Management
My Work Sales Collateral Marketing Goals Tools
E Dashboards Leads Quotes _l Marketing Lists @ Goals m Reports
E What's New E Opportunities Orders E Quick Campsigns n Goal Metrics E Hlerts
Activities E Competitors éj Invoices E Rollup Queries @ Calendar
Social centre B Products
Sales Lierature

RA T T S NBanh éarligr Fersidvr2 dzQ NB

In CRM for Outlook, the same information is available but through the navigation pane on the
left side of the screen below your Outlook Inbox. The navigation pane organizes your CRM
information into folde's and subfolders under your organization name, which might be the
name of your company, or a division within your company if you work for a large company.

2

[

4
2

4 Contoso

b @ Help

b [ Marketing
‘_lﬁ Sales

Caollateral
Customers
Goals
Marketing
My Work

lj Activities

3 Dashboards

(5] What's New
Sales

Toals

DﬁSemice

3 IH Settings

Navigate with folders and
— subfoldersin CRM for
Outlook

Nextup: View records and record details
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View records and recordietails

When you open a foldesuch as thé\ccountsfolder or theLeadgolder,é 2 dzQ f f ass I ¢
records for that record typeor example, if you open theccountsT 2 f RS NE & 2 dzQf f
customeswith their addressesphone numbers, and otacts.Lists provide a view of your data
GKFGQa &aA YA fett Mdudag sedmaniredbidslatiRhe safe timdJse lists to find

and sort your records.

(e

QX
U >«
(J')) QX

When you view a record in a list, you can see somaubuallynot all of the information for that

record. For example, some of the columns may scroll off the saegau may be able to see

just some of the data in a particular columfiyou want to see all thimfo for a record, just

select it. The record details will be displayed in the Reading Bealow the list. Keep in mind

that the information in the Reading Paneisread/ f @ ® L (1 Q& 2 dza i allthe ilffdzA O] 4| &
about a particular record

Select a My Actve Accounts
. MAIN PHONE ADDRESS 1: CITY | PRIMARY CONTACT EMAIL (PRIMARY CONTACT) | CATEGORIES
I|St siie (sample) 555-0158 Redmond Rene Valdes (sample) someone._|@example.com
5556687
& Adventure Works (sample) Santa Cruz Nancy Anderson (sample)  someone_c@example.com
& Alpine Ski House (sample) Missoula Paul Cannon (sample) someone_h@example.com
& Alpine Ski House (sample) Jim Glynn (sample)
i Blue Yonder Airlines (sample) Los Angeles Sidney Higa (sample) someone_e@example.com
& City Power & Light (sample) Redmond Scott Konersmann (sample) someone_{@example.com
& Coho Winery (sample) Phoenix Jim Glynn (sample) someone_j@example.com
1-150f15
-
A. Datum Corporation (sample)
...to seeall the Annual Revenue  $10,00000 Go. of Employees 6,200
info for that
. ACCOUNT INFORMATION
record in the A \ A. Datum Corporation (sample)
Reading Pane. — ® sss-0158
¥
-
W Tip

2dz Oy Odzad2YAT S GKS wSIRAYy3 ttyS Ay
how later in this guide.

Next up: Edit the data in a record
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Edit the data in a record

So what if youdo want to edit the datan a recor® Toedit data you need to open a Microsoft
Dynamics CRMform.2 dz R2 y Qi GRMBrOutidak to fddthadiugh. Jusiouble-
clickanyrecord in a listo open a Microsoft Dynamics CRM form

When theMicrosoft Dynamic€RM form is operyou can edit the data or do any other actions
youwould normally ddan Microsoft Dynamics CRM.

W Tip
If you want to edit several records at the same time, select the records you want fror
the list, choosdeditfrom the ribbon, and then edit the fields you want in tBdange
Multiple Recordswindow.

Next up: Find arecord (fast!)
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