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Welcome to the CRM for Outlook 

Basics guide 

This guide contains the essentials you need to use Microsoft Dynamics CRM for Outlook, the 

Microsoft Outlook add-ƛƴ ǘƘŀǘ ǿƻǊƪǎ ǘƻƎŜǘƘŜǊ ǿƛǘƘ aƛŎǊƻǎƻŦǘ 5ȅƴŀƳƛŎǎ /waΦ Lƴ ǘƘƛǎ ƎǳƛŘŜΣ ǿŜΩƭƭ 

show you how to navigate CRM for Outlook, enter and edit data, and move your customers 

successfully through the sales cycle.  

We ƪƴƻǿ ȅƻǳΩǊŜ ōǳǎȅΣ ǎƻ ǿŜ ƻƴƭȅ included what you need to know to get productive right away, 

and we kept every topic as short as possible (think bite-sized servings!).  

Have it your way  

You can read this guide straight through in order, or read just ǘƘŜ ǘƻǇƛŎǎ ȅƻǳΩǊŜ ƛƴǘŜǊŜǎǘŜŘ ƛƴΦ If 

ȅƻǳΩǊŜ ǘƘŜ ǇŜǊǎƻƴ ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ǘǊŀƛƴƛƴƎ ǇŜƻǇƭŜ ŀǘ ȅƻǳǊ ƻǊƎŀƴƛȊŀǘƛƻƴΣ ȅƻǳ Ŏŀƴ use the guide to 

walk through the topics in training sessions.  

Create your own training materi als  

To make it easier for you to create your own training materials, ǿŜΩǊŜ ƎƛǾƛƴƎ ȅƻǳ ŀ ƭƛƴƪ ǘƻ our 

editable files, so that you can replace screen shots, change the text, or use your own logoτ

whatever works to make the training materials match your system and style.  

Find more answers and training online  

LŦ ȅƻǳΩǊŜ ƴŜǿ ǘƻ aƛŎǊƻǎƻŦǘ 5ȅƴŀƳƛŎǎ /waΣ ȅƻǳ Ƴŀȅ ŀƭǎƻ ǿŀƴǘ ǘƻ check out our CRM Basics 

eBook. It covers the same content as this guide, but from the perspective of the Microsoft 

Dynamics CRM web client.  

To find more eBooks, videos, and other great content to help you get the most out of Microsoft 

Dynamics CRM and CRM for Outlook, check out the CRM Customer Center from your favorite 

device at www.CRMCustomerCenter.com. 

Talk to us 

Lǎ ǘƘƛǎ ǘƘŜ ƪƛƴŘ ƻŦ ƎǳƛŘŜ ȅƻǳΩŘ ƭƛƪŜ ǘƻ ǎŜŜ ƳƻǊŜ ƻŦΚ 5ƛŘ ǿŜ ƭŜŀǾŜ ǎƻƳŜǘƘƛƴƎ ƻǳǘ ȅƻǳΩŘ 

like to know about? ²ŜΩŘ ƭƻǾŜ ǘƻ ƪƴƻǿ ǿƘŀǘ ƘŜƭǇǎ ȅƻǳΣ ƻǊ ǿƘŀǘ ŘƻŜǎƴΩǘ ǿƻǊƪ ǎƻ ǿŜƭƭΦ 

Please take a minute to send us a quick note. ²ŜΩƭƭ ǳǎŜ ȅƻǳǊ ŦŜŜŘōŀŎƪ ǘƻ ƛƳǇǊƻǾŜ ƻǳǊ 

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?
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Meet CRM for Outlook 
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A new, but comfortably familiar face 

LŦ ȅƻǳΩǊŜ ƭƛƪŜ Ƴŀƴȅ ǇŜƻǇƭŜΣ ȅƻǳ ŀƭǊŜŀŘȅ ǳǎŜ Microsoft Outlook as your communications, 

ǎŎƘŜŘǳƭƛƴƎΣ ŀƴŘ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜƳŜƴǘ ƘǳōΦ .ǳǘ ƳŀȅōŜ ȅƻǳΩǊŜ ƴŜǿ ǘƻ aƛŎǊƻǎƻŦǘ 5ȅƴŀƳƛŎǎ /wa 

and all that it has to offer? With CRM for Outlook, a free add-in for Microsoft Outlook, you can 

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

with Microsoft Dynamics CRM.  

 

When you install CRM for Outlook, you can send and receive email, and create tasks and 

appointments the same way you always have in Outlook. But the add-in alters the Outlook 

interface in a few key ways. For example, CRM for Outlook adds a CRM section to the Home tab 

for email, appointments, contacts, and tasks. It also adds a new CRM tab to the ribbon. 

 

On the left side of the screen, below your email LƴōƻȄΣ ȅƻǳΩƭƭ ǎŜŜ ŀ ƴŜǿ ƴŀǾƛƎŀǘƛƻƴ ǇŀƴŜ with the 

name of your organization and folders you can use to find your way around CRM for Outlook: 

 

These and other interface components make it possible to access all the core Microsoft 

Dynamics CRM features directly from Outlook. 

Next up:       Take advantage of what you already know 
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Take advantage of what you already know 

LŦ ȅƻǳ ŀƭǊŜŀŘȅ ǳǎŜ hǳǘƭƻƻƪ ŦƻǊ ŜƳŀƛƭΣ ŀǇǇƻƛƴǘƳŜƴǘǎΣ ŀƴŘ ǘŀǎƪǎΣ ȅƻǳΩƭƭ ŦŜŜƭ ǊƛƎƘǘ ŀǘ ƘƻƳŜ ǿƛǘƘ 

/wa ŦƻǊ hǳǘƭƻƻƪΦ Lƴ ŦŀŎǘΣ ȅƻǳΩƭƭ ƛƴǎǘƛƴŎǘƛǾŜƭȅ ƪƴƻǿ Ƙƻǿ ǘƻ ŀŎŎƻƳǇƭƛǎƘ Ƴŀƴȅ ǘŀǎƪǎΦ CƻǊ ŜȄŀƳǇƭŜΣ 

you can sort, categorize, and flag your data using the same tools you would use in Outlook: 

 

 

/wa ŦƻǊ hǳǘƭƻƻƪ ŀƭǎƻ ƻŦŦŜǊǎ ŦŜŀǘǳǊŜǎ ǘƘŀǘ ŀǊŜƴΩǘ ŀǾŀƛƭŀōƭŜ ǘƘǊƻǳƎƘ aƛŎǊƻǎƻŦǘ 5ȅƴŀƳƛŎǎ /waΦ 

²ŜΩƭƭ ŎƻǾŜǊ ǘƘƻǎŜ ƴŜȄǘΦ 

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

contacts, and tasks  

A big part of working in Microsoft Dynamics CRM is creating and recording different types of 

activitiesτsending email, creating appointments, creating tasksτthat revolve around a sales or 

service process. With CRM for Outlook, you can create these types of activities the same way 

you always do in Outlook, but to record the activities in Microsoft Dynamics CRM, you track 

them. Tracking an email message, appointment, contact, or task is as simple as choosing the 

Track button on the ribbon. 

 

When you track an email, appointment, contact, or task record, a copy of that record is created 

in Microsoft Dynamics CRM. After a record is tracked, you can still access that record from CRM 

for Outlook by choosing View 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 CRM tracking pane at the bottom of a tracked record to see 

that a record is tracked, and to easily access related records. 

 

Tracking provides a great way to keep your personal Outlook records separate from your 

Microsoft Dynamics CRM records since you track just the records you want to synchronize with 

Microsoft Dynamics CRM. 

Next up:   Enhanced email capabilities make you more productive 
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Enhanced email capabilities make you 

more productive 

After you track an email message in CRM for Outlook, you can access several Microsoft 

Dynamics CRM features from the CRM for Outlook ribbon. For example, 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.  

 

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

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

Dynamics CRM.  

 

All of these features make you more productive because you can work in a single tool that 

ȅƻǳΩǊŜ ŀƭready familiar with, but access Microsoft Dynamics CRM features at the same time. 

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



 

 7 

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 to a customerΩǎ site, you can look up your Microsoft Dynamics 

CRM contacts, review and add new activities, run reports, and more without connecting to the 

Internet. 

/wa ŦƻǊ hǳǘƭƻƻƪ ǎǘƻǊŜǎ ǳǇ ǘƘŜ ŎƘŀƴƎŜǎ ȅƻǳ ƳŀƪŜ ǿƘƛƭŜ ȅƻǳΩǊŜ ƻŦŦƭƛƴŜ ŀƴŘ ŀǳǘƻƳŀǘƛŎŀƭƭȅ 

synchronizes them with Microsoft Dynamics CRM when you go back online.  

Could it be any easier? 

 

Next up:   Security settingsτ²Ƙŀǘ ƛŦ ȅƻǳ ŎŀƴΩǘ ŀŎŎŜǎǎ ŀ ŦŜŀǘǳǊŜΚ 
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Security settings ♫ What if you canõt 

access a 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.  

LŦ ȅƻǳ ŎŀƴΩǘ ǎŜŜ ƻǊ ŀŎŎŜǎǎ ǎƻƳŜǘƘƛƴƎ ŘŜǎŎǊƛōŜŘ ƛƴ ǘƘƛǎ ƎǳƛŘŜΣ ƻǊ ƛŦ ǎƻƳŜ Řŀǘŀ ƛǎ ƳŀǊƪŜŘ άǊŜŀŘ 

ƻƴƭȅΣέ check with the person who manages your system day-to-day. You may need to get 

additional security permissions. 

Next section: Get Help when and where you need it 
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Get Help when and where  

you need it 
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Get Help on a specific dialog box, window, 

or error message 

As you use CRM for Outlook, you can access Help for specific windows, dialog boxes, and error 

messages. You can access Help by choosing: 

¶ The Help button on the ribbon: 

 

¶ The question mark button in the upper-right corner of a dialog box or window: 

 

¶ Links in dialog boxes: 

 

¶ Links or Help buttons in error messages: 

 

Next up:   /wa ŦƻǊ hǳǘƭƻƻƪ ¦ǎŜǊΩǎ DǳƛŘŜ ǇǊƻǾƛŘŜǎ ƛƴ-depth Help 
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CRM for Outlook Userõs Guide provides  

in-depth Help 

¢ƘŜ ƎǳƛŘŜ ȅƻǳΩǊŜ ǊŜŀŘƛƴƎ ƴƻǿ ǎƘƻǿǎ ȅƻǳ Ƙƻǿ ǘƻ ƎŜǘ ǎǘŀǊǘŜŘ ǿƛǘƘ /wa ŦƻǊ hǳǘƭƻƻƪΦ When you 

need more than the basics, you can find in-depth help in the /wa ŦƻǊ hǳǘƭƻƻƪ ¦ǎŜǊΩǎ DǳƛŘŜ.  

 

 

Next up:   Your one-stop shop for Help and training 

Tip 

MakŜ ǎǳǊŜ ǘƻ ōƻƻƪƳŀǊƪ ǘƘŜ ¦w[ ŦƻǊ ǘƘŜ /wa ŦƻǊ hǳǘƭƻƻƪ ¦ǎŜǊΩǎ DǳƛŘŜ ǘƻ put a wealth 

of CRM for Outlook information at your fingertips! 

http://go.microsoft.com/fwlink/p/?LinkID=524751
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Your one-stop shop for Help and training 

If you need help with other Microsoft Dynamics CRM tasks, go to the Microsoft Dynamics CRM 

Help & Training site at: http://www.microsoft.com/en-us/dynamics/crm-customer-

center/default.aspx 

The Help & Training site provides lots of great content, including task-based Help, short videos, 

eBooks, quick reference cards, walkthroughs, and customizable training content. 

 

Make sure to bookmark the Help & Training site! 

Next section:   Find your data and work with lists 

http://www.microsoft.com/en-us/dynamics/crm-customer-center/default.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/default.aspx
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Find your data and work with lists 
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How CRM for Outlook data is organized 

!ƭǘƘƻǳƎƘ ȅƻǳ ŘƻƴΩǘ ƴŜŜŘ ǘƻ ƪƴƻǿ ŀ ƭƻǘ ŀōƻǳǘ ŘŀǘŀōŀǎŜǎ ǘƻ ǎǘŀǊǘ ǿƻǊƪƛƴƎ ǿƛǘƘ CRM for Outlook, 

ƛǘΩǎ ƘŜƭǇŦǳƭ ǘƻ ƪƴƻǿ ŀ ŦŜǿ ǘƘƛƴƎǎ ŀōƻǳǘ Ƙƻǿ Řŀǘŀ ƛǎ ƻǊƎŀƴƛȊŜŘΦ 

In particular, there are two definitions you should know because ǘƘŜȅΩǊŜ used in many places in 

CRM for Outlook: record and record type. 

Whatõs a record? 

In CRM for Outlook, a record is a complete unit of information. Think of it like a single row in a 

table or a spreadsheet, with multiple columns (or fields) to store the pieces of info that make up 

the entire row. For example, an accounts record might have a column for Account Name, 

Phone, Address, Primary Contact, and so on.  

 

9ŀŎƘ ǘƛƳŜ ȅƻǳ ŀŘŘ ŀ ƴŜǿ ŀŎŎƻǳƴǘ ǘƻ ǘƘŜ ǎȅǎǘŜƳΣ ȅƻǳΩǊŜ ŎǊŜŀǘƛƴƎ ŀ ƴŜǿ ǊŜŎƻǊŘ ƛƴ ǘƘŜ /wa 

database. 

Whatõs a record type? 

Each record you add to CRM for Outlook belongs to a certain record type, such as an account, 

contact, lead, opportunity, or case. (CRM for Outlook has several other types of records besides 

ǘƘŜǎŜΣ ōǳǘ ǘƘŜǎŜ ŀǊŜ ǘƘŜ ƻƴŜǎ ȅƻǳΩƭƭ ǇǊƻōŀōƭȅ ǿƻǊƪ ǿƛǘƘ Ƴƻǎǘ ƻŦǘŜƴΦύ 

Record types όŀƭǎƻ ŎŀƭƭŜŘ άŜƴǘƛǘƛŜǎέύ give you a way to group and organize similar data.  

Next up:   Find your data 
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Find your data 

If you have worked with Microsoft Dynamics CRM, you know that you get around the system by 

using the navigation bar and tiles: 

 

Your Microsoft Dynamics CRM screen may ƭƻƻƪ ŘƛŦŦŜǊŜƴǘ ƛŦ ȅƻǳΩǊŜ ǳǎƛƴƎ an earlier version. 

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 folders 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. 

 

Next up:   View records and record details 
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View records and record details 

When you open a folder, such as the Accounts folder or the Leads folder, ȅƻǳΩƭƭ ǎŜŜ ŀ ƭƛǎǘ ƻŦ ǘƘŜ 

records for that record type. For example, if you open the Accounts ŦƻƭŘŜǊΣ ȅƻǳΩƭƭ ǎŜŜ ŀ ƭƛǎǘ ƻŦ 

customers with their addresses, phone numbers, and contacts. Lists provide a view of your data 

ǘƘŀǘΩǎ ǎƛƳƛƭŀǊ ǘƻ ŀ ǎǇǊŜŀŘǎƘŜetτyou can see many records at the same time. Use lists to find 

and sort your records. 

When you view a record in a list, you can see some but usually not all of the information for that 

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

just some of the data in a particular column. If you want to see all the info for a record, just 

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

that the information in the Reading Pane is read-ƻƴƭȅΦ LǘΩǎ Ƨǳǎǘ ŀ ǉǳƛŎƪ ǿŀȅ ǘƻ ǇǊŜǾƛŜǿ all the info 

about a particular record.  

 

 

Next up:   Edit the data in a record 

Tip 

¸ƻǳ Ŏŀƴ ŎǳǎǘƻƳƛȊŜ ǘƘŜ wŜŀŘƛƴƎ tŀƴŜ ƛƴ ŀ ƴǳƳōŜǊ ƻŦ ŘƛŦŦŜǊŜƴǘ ǿŀȅǎΦ ²ŜΩƭƭ ǎƘƻǿ ȅƻǳ 

how later in this guide. 



 

 17 

Edit the data in a record 

So what if you do want to edit the data in a record? To edit data, you need to open a Microsoft 

Dynamics CRM form. ̧ƻǳ ŘƻƴΩǘ ƘŀǾŜ ǘƻ ƭŜŀǾŜ CRM for Outlook to do that though. Just double-

click any record in a list to open a Microsoft Dynamics CRM form.  

 

When the Microsoft Dynamics CRM form is open, you can edit the data or do any other actions 

you would normally do in Microsoft Dynamics CRM. 

Next up:   Find a record (fast!) 

Tip 

If you want to edit several records at the same time, select the records you want from 

the list, choose Edit from the ribbon, and then edit the fields you want in the Change 

Multiple Records window.  






















































































































