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Abstract
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businesses, users, administrators, and developers.
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Introduction

Microsoft Dynamics™ CRM and Windows Mobile® phones provide a powerful combination of
functionality and flexibility. This combination can help organizations enhance productivity and reduce
costs, while delivering quality customer services.

A mobile CRM solution can help your employees access customer information on the go, keeping them
better informed and up-to-date on business deals. This access can help them make timely decisions and
be more responsive to customers. Ready access to critical customer information allows sales and field
personnel to spend more time with their customers, resulting in greater satisfaction and loyalty.
According to an IDC survey, the payback period from deploying a Microsoft mobility solution averaged
7.9 months, yielding an average ROl of 402%. In addition, annual gains from deploying Microsoft
Mobility line-of-business solutions averaged U.S. $12,193 per user?.

In today’s competitive world, organizations that implement Mobile CRM have a strong business
advantage.

In short, Mobile CRM helps:

e Streamline sales

e Improve response time

e Maximize current investments

e Get support from a vast partner network
e Support global business requirements

Streamline sales

Almost every business is built upon selling—the more time and information that employees have for

selling products and services, the greater the volume of sales. Mobilizing Microsoft Dynamics CRM can

help your sales team perform the following tasks quickly and efficiently using their mobile phone:

e Assign tasks and request approvals.

e Check inventory for a potential order to ensure the product is in stock.

e Speed up billing cycles and reduce manual entry errors by creating orders and invoices directly from
Windows Mobile phones.

e Easily manage and enter account information, add and organize contacts, schedule meetings, and
track existing or new opportunities.

e Discover up-sell and cross-sell opportunities when visiting customers.

e Gain access to mobile e-mail and collaborative web-based workspaces for sharing ideas and
information.

Improve response time

Mobilizing Microsoft Dynamics CRM can help your employees make quick decisions in time-critical
situations, such as:

' IDC, June 2008. Mobile Line-of-Business Applications for the Midsize Business: An ROI Analysis.



e Transmitting meeting notes or details, data updates, action memos, forecast changes, and other
information at the point of contact.

e Retrieving key information prior to meetings to help build a ground for discussions.

e Improving real-time communication and collaboration by taking advantage of mobile versions of
familiar communication options such as Microsoft® Office Outlook® e-mail and Microsoft Office
Communicator Mobile.

Maximize current investments

Mobilizing Microsoft Dynamics CRM helps your organization maximize current investments by:

e Taking advantage of existing core infrastructure investments and saving on server licenses.

e Reducing training requirements and simplifying user adoption.

e Choosing from a wide range of phone designs and features that use the same operating system. This
OS consistency helps simplify IT management, and facilitates consistency and hassle-free
management.

Get support from a vast partner network

By mobilizing Dynamics CRM, you can enable your organization to:

e Gain access to a vast Windows Mobile partner ecosystem that can support you with mobility
implementation and customization services.

e Choose from a wide range of innovative phones from more than 50 device manufacturing partners,
giving the employees the freedom to choose the phone that keeps them the most productive.

Support global business requirements

Windows Mobile connects through wireless networks managed by more than 125 mobile operators in
55 countries. With Microsoft Dynamics CRM’s enhanced support for multiple languages, currencies, and
time zones, data can be accessed in the desired format, from almost any location out of which your
employees happen to be working.

Build Versus Buy

There is little question that any company can take its sales and field forces mobile with great
productivity benefits and with costs that can be recovered in a short period of time. You have choices in
how you take your company mobile. Microsoft Dynamics CRM can be taken mobile with an on-line only,
browser-based solution from Microsoft, or with any of a number of rich client solutions built for
Windows Mobile. Several independent software vendors have produced certified Windows Mobile
solutions for Microsoft Dynamics CRM. Organizations with access to development resources can even
build their own Windows Mobile applications by using the Windows Mobile and Microsoft Dynamics
CRM Software Development Kits. Each of these options for going mobile has unique advantages and any
one of them might be right for your organization.

As with any CRM implementation, in order to determine the best solution for your organization it is
critical that the implementer understand the mobile worker environment and that business managers
have clear goals set for the mobile solution. The implementer should understand what data users will
get from the system, the types of devices that are used in the field, the level of connectivity for those
users and how often users will be expected to use the solution.



While not comprehensive, the following table lists some key scenarios which can help you determine
which mobile solution is best suited for your organization:

Scenario Mobile solution
Only occasional mobile use Use a Web client like Mobile Express for Microsoft
Dynamics CRM; it is a cost effective solution.
Mobile workers roam outside of high-speed Use an ISV or self-built solution; they provide
network areas offline support.

Windows Mobile is the primary computing device | Use an ISV solution; they provide a broad range of
functionality replicating the desktop experience.

A single, specific workflow needs to be supported Use a customized ISV solution or build a new
when mobile solution to provide a high efficiency Ul tailored to
users' needs.

While developing an understanding of these scenarios and your own organization’s mobile needs you
may determine that multiple approaches to mobility are needed. For example, within some
organizations, a laptop computer with offline access to Microsoft Dynamics CRM may be the primary
computing experience for users but there may be a desire to augment that experience and improve
productivity with a custom-built Windows Mobile application for recording routine tasks. In a different
case, workers may be using a Windows Mobile device that is always connected to a high speed, low
latency Wi-Fi network but have a need to access a broad range of CRM data; for these workers an
application like Mobile Express for Microsoft Dynamics CRM would be both cost effective and highly
functional.

Beyond offline synchronization, solutions from ISVs can provide deep customization to enable your
mobile business. For more information about solutions from ISVs, see the Windows Mobile Partner
Solutions Catalog at http://www.windowsmobile.com/partnersolutions

The following decision table is a more complete view of how to think about which solution(s) to

use. This table describes a set of potential usage scenarios for mobile CRM and the recommended
approaches to providing a mobile solution. Neither the scenarios nor the deployment choices are
mutually exclusive, and you may find the table more useful for removing options from your
consideration than for prescribing a solution option for you. Keep in mind that you may want to pursue
multiple mobile options for different parts of your organization.

Scenario Web_Bas_ed ISV_ Custo_m B_uilt
Application | Solution | Application
Occasional use of mobile CRM Solution Y N Y
Frequent Use of Mobile CRM Solution N Y Y
Mobile Workers operate within high speed network areas Y Y Y
Mobile workers roam outside of high speed network areas N Y Y
Mobile Workers need random access to CRM data Y Y N
Mobile workers have a single workflow that needs to be N Y Y
enabled
The mobile device is the primary computing device N Y N
The mobile device is a secondary computing device Y Y Y



http://www.windowsmobile.com/partnersolutions

Building a Windows Mobile Solution for Microsoft Dynamics CRM

Years ago, writing software that worked on a mobile device or PDA required specialized skills and usually
required developers to write native, unmanaged code in C or C++. Today, with Windows Mobile,
developers can use their existing skills, tools, and knowledge to build Windows Mobile applications by
using the .NET Compact Framework. This framework provides code libraries and APIs similar to those
available on Windows, and it allows developers to leverage extensive resources and their own
knowledge for developing applications using the C# programming language. In addition, the latest
versions of the Windows Mobile SDK provide support for standard Web services, which are the primary
programming interfaces for Microsoft Dynamics CRM. Developers can now use high-efficiency
development tools to quickly build applications connecting to Microsoft Dynamics CRM.

In addition to the core Windows Mobile SDK and the Microsoft Dynamics CRM SDK, there exist other
tools for aiding in the development of specialized Windows Mobile applications. The Mobile Line of
Business Accelerator provides a set of code libraries and samples that can dramatically increase
developer productivity. The Microsoft Dynamics CRM Mobile Activity Tracker sample application shows
how to build a Windows Mobile 6 application that can connect to Microsoft Dynamics CRM 4.0.

Figure 1.1 on the following page shows the extensibility architecture of Microsoft Dynamics CRM.
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Figure 1.1: The Microsoft Dynamics CRM Extensibility Architecture

Mobile Line of Business Accelerator

With Mobile Line of Business Accelerator you can deliver new innovations and development best

practices to the Windows Mobile platform using Visual Studio 2008, the .NET Compact Framework 3.5,

SQL Server Compact 3.5, a working Supply Chain application, over 5,000 lines of commented code, and

over a hundred pages of helpful documentation. With the Mobile LOB Accelerator related to CRM, you

can:

o Adapt your Application: Each mobile worker on the team can choose a different Mobile device, a
single CRM application will work with all of them. No more wasting time building separate
executables to accommodate different screen sizes or input methods.

e Sync Services for ADO.NET: Synchronize your data between SQL Server 2008 and SQL Server
Compact 3.5 using the new Sync Framework. Keep all your occasionally-connected mobile workers
on the same page by updating CRM data even when they are disconnected.



e MapPoint: Mobile workers can get up-to-date customer addresses from the CRM and be guided to
their customers using either the shortest or quickest route. Integrated mapping means you’ll never
get lost again.

e Custom Controls: Capture signatures at the customer's site and update CRM to start the order
quickly and efficiently.

¢ Notifications and Online Help: Initially only supported on Pro, the new version now has Popup
Notifications and Online Help standard. Popup Notifications, also known as “toast,” display an HTML
message and then disappear after a pre-determined time frame. Using With help available on every
screen, you can reduce your application training costs.

e Time to Market: Stop reinventing the wheel and use this Accelerator as the foundation for your
next Windows Mobile development effort. If you don’t want to use the whole thing, pick and choose
the components that bet suit your project.

Offline Data SYNC

Synchronization Services let you synchronize data from disparate sources over two-tier, N-tier, and
service-based architectures. Instead of only replicating a database and its schema, the Synchronization
Services application programming interface (APIl) provides a set of components to synchronize data
between data services used by Dynamics CRM and a local store. Applications running on mobile clients
do not always have a consistent or reliable network connection to a central server so it is important for
these applications to work against a local copy of data on the client. Equally important is the need to
synchronize the local copy of the data with a central server when a network connection becomes
available. The Synchronization Services APl is modeled after the ADO.NET data access APls and gives you
an intuitive way to synchronize data. It makes building applications for occasionally connected
environments a logical extension of building applications where you can depend on a consistent
network connection.

Device Independent Binaries

Applications can be built to run with Windows Mobile Pro or Windows Mobile Standard. No more
wasting time building separate executables to accommodate different screen sizes or input methods.

Managing Mobile Solutions

All of the solution options discussed in this paper can be deployed and used without specialized
management hardware or software. But whether you have decided to use a simple Web based CRM
solution, a commercially available CRM application or you have decided to build your own Windows
Mobile application for Microsoft Dynamics CRM you will need to decide on a device access strategy to
enable remote users to securely connect to the CRM server.

Following, we describe two, not mutually exclusive, methods to enable this connectivity. The first is the
use of an Internet Facing Deployment for Microsoft Dynamics CRM in which the CRM server is
configured to allow connection from locations outside the corporate firewall. Secondly, we describe the
use of the System Center Mobile Device Manager (SCMDM) which enables access from devices to
internal network resources and provides important manageability options for those devices as well.

Internet Facing Deployment

Internet-facing deployment (IFD) is used to enable a Microsoft Dynamics CRM implementation to be
securely connected to the Internet while deployed within a private corporate network. The Internet



Facing Deployment option can be used entirely within a private network, but it is primarily designed to

enable access to CRM from across a public network. Much like Outlook Web Access, IFD uses a Web-
based form along with Active Directory to authenticate a user. As with Outlook Web Access, the user

must have an account in Active Directory.
When Microsoft Dynamics CRM is configured to use IFD, both the Web application and its Web services
are made available outside of the corporate firewall and are accessible using a ticket based
authentication mechanism. This is ideal for developers of Windows Mobile applications who can create
their own forms to gather user sign in information and interact with the sign in services
programmatically. Figure 1.2 shows the IFD authentication process.

Microsoft Dynamics
CR#
{Internet Facing)

2) Organization
Informaticn

Organization 1)
Request

5) Web Service call

CrmDiscoveryService

~— Server Cluster -,

Figure 1.2: The IFD Authentication Process

As indicated in Figure 1.2, the IFD authentication process involves the following steps:
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4.

Create an instance of the CrmDiscoveryService Web service proxy: Obtain a list of available

organizations from the CrmDiscoveryService Web service (steps 1, 2).
Find the target organization in the list. This step is optional.

Obtain a ticket from the CrmDiscoveryService Web service: Create a CrmAuthenticationToken
instance and set its AuthenticationType, OrganizationName, and CrmTicket property values

(steps 3, 4).

Create an instance of the CrmService Web service proxy and call Web service methods (step 5).

This process is demonstrated in the following sample code.

[C#]

using System;

using System.Xml;

using System.Text;

using System.Web.Services.Protocols;

/I Microsoft Dynamics CRM namespaces.

/I Note that the Visual Studio project name is IFD_Authentication.
using IFD_Authe  ntication.CrmSdk;

using IFD_Authentication.CrmSdk.Discovery;

public class IFDConnection
{
/I A CrmService reference.
public readonly CrmService CrmService = null;

/I URL of the Web application.
public readonly string WebApplicationUrl = S tring.Empty;

/I GUID of the user's organization.
public readonly Guid Organizationld = Guid.Empty;

/Il <summary>

/Il Authenticate the user using IFD (Internet Facing Deployment).
The class

/Il constructor sets the values of the public variables
(CrmService, etc).

/Il <[summary>

/Il <param name="organization">Name of the user's
organization.</param>

/Il <param name="server">Microsoft Dynamics CRM server URL.

/Il For exampl e: https://myserver.</param>
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/Il <param name="domain">Name of the domain hosting the user's
system
/Il account.</param>
/Il <param name="username">User's system account name.</param>
/Il <param name="password">User's account password.</para m>
public IFDConnection(string organization, string server, string
domain,

string username, string password)

/[Remove any trailing forward slash from the end of the server
URL.

server = server.TrimEnd(new char[] {'I']});

/I Initialize an instance of the CrmDiscoveryService Web
service proxy.

CrmDiscoveryService disco = new CrmDiscoveryService();

disco.Url = server +
"IMSCRMServices/2007/SPLA/CrmDiscoveryService.asmx";

/IRe trieve a list of available organizations.
RetrieveOrganizationsRequest orgRequest =
new RetrieveOrganizationsRequest();
orgRequest.Userld = domain + " \'\ " + username;
orgRequest.Password = password;
RetrieveOrganizationsResponse orgResponse =
(RetrieveOrganizationsResponse)disco.Execute(orgRequest);

/[Find the desired organization.
foreach (OrganizationDetail orgdetail in
orgResponse.OrganizationDetails)
{
if (orgdetail.OrganizationName == organization)
{
/[Retrieve the ticket.
RetrieveCrmTicketRequest ticketRequest =
new RetrieveCrmTicketRequest();
ticketRequest.Org anizationName = organization;
ticketRequest.Userld = domain + " \'\ " + username;
ticketRequest.Password = password;
RetrieveCrmTicketResponse ticketResponse =

12



(RetrieveCrmTicketResponse)dis co.Execute(ticketRequest);

/ICreate the CrmService Web service proxy.

CrmAuthenticationToken sdktoken = new
CrmAuthenticationToken();

sdktoken.AuthenticationType = 2;

sdktoken.OrganizationNam e = organization;

sdktoken.CrmTicket = ticketResponse.CrmTicket;

CrmService = new CrmService();
CrmService.CrmAuthenticationTokenValue = sdktoken;
CrmService.Url = orgdetail.CrmServiceUrl;

WebApplicationUrl = orgdetail.WebApplicationUrl;
Organizationld = orgdetail.Organizationld;

break;

You can now call the CrmService Web method. If you know the Web service URLs and the name of the
organization of which you are a member, you do not need to use the CrmDiscoveryService Web service
to retrieve the list of organizations. However, you must obtain a CrmTicket before you can configure the
CrmAuthenticationToken and CrmService instances, and invoke the Web service method.

Mobile Device Manager

System Center Mobile Device Manager (MDM) is a new Microsoft technology that helps IT
administrators configure phones based on Windows Mobile 6.1 to work within the IT infrastructure of a
company as trusted and managed members of the enterprise. MDM helps you use Windows Mobile
phones as managed business devices with minimal effect on existing infrastructure. This degree of
integration allows the enterprise to securely manage mobile access to sensitive solutions like Microsoft
Dynamics CRM.

The goal of MDM is simple—Enable Windows Mobile phones to become managed and authenticated
members of the IT infrastructure of an organization. The Windows Mobile platform is the ideal platform
for this solution, and allows you to mobilize Microsoft Dynamics CRM with HTML clients and Rich
Windows Mobile clients.

The MDM architecture is based on open industry standards that provide specialized device management
(OMA DM), and authenticated and encrypted communications (IPsec, IKEv2, and MOBIKE). When you
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use these standards along with Windows Server platform services such as Group Policy and Windows
Software Update Server (WSUS), you have a powerful and proven solution that you can apply in a
consistent and scalable manner to your Windows Mobile phones.

The sales and service data that you can access from today’s mobile devices can be both business-critical
and business-sensitive. Increasingly, organizations are deciding not to give unmanaged access to this
data. However, cutting the mobile worker off from this information can be inefficient and expensive.
Enabling managed and authenticated access to this data has to be the way forward for modern
organizations. Microsoft Dynamics CRM is built on the Windows Server platform, and is therefore
naturally integrated with the Windows Mobile device platform. This integration provides a solution that
can facilitate secure and improved access to business information.

A managed device in an MDM implementation may become an important instrument of the enterprise
because of the focus on security, controlling connectivity, and ease of administration.

MDM co-exists with the existing infrastructure and resources of your company. MDM requires minimal
additional investment in hardware and software licenses. MDM significantly reduces cost of ownership
compared to a non-MDM solution because most administrators are already familiar with many of the
MDM system components.

To help you add Windows Mobile devices to your current IT infrastructure and manage them, MDM
provides additional features in the following areas:

e Network connectivity

e Security considerations

e Device management

e Connectivity optimization

Network Connectivity

Cellular wireless connectivity is constantly improving, but still lags behind the network connectivity that
is available in a Wi-Fi (802.1x)-enabled enterprise network. Cellular connections are bandwidth-
constricted, subject to high error rates, and prone to delay and jitter (delay variation). These
unpredictable conditions can present a poor mobile experience for field sales and service workers and
prevent them from successfully adding orders or updating service incidents in Microsoft Dynamics CRM.
MDM can manage Windows Mobile phones across various network bandwidths and conditions, ranging
from speed-limited cellular networks to full Wi-Fi connections. IT does so by performing the following
tasks:

e Addresses the complexities and challenges of Network Address Translation (NAT), especially when
encountered in an IPsec-based application

e Manages mobility and roaming managed devices that may change their IP addresses during a
session

e Improves user experience by keeping the underlying infrastructure transparent

e Facilitates and manages the low bandwidth that a mobile device will sometimes experience

Security Considerations

Some sales professionals use a Windows Mobile device as their primary interface into Microsoft
Dynamics CRM. The mobile device is the place where sensitive and business confidential sales data is
entered and stored. Therefore, it is increasingly important to protect and manage devices, and the way
they access IT services and settings. MDM provides the following key security features to managed
devices:
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e Encrypted access to e-mail messages and line-of-business (LOB) applications through the Internet
e Active Directory® Domain Services authenticated network access

e Device inventory and health inspection

e Application approval and blocking using Active Directory Group Policy

e Remote device wipe to remove sensitive data from lost, stolen, or compromised devices

Device Management

For full acceptance of mobile devices in the enterprise, you must be able to control them as much as you
manage computers, portable computers, and servers. Devices must be able to follow the security and
operating policies of a company. Until recently, creating and enforcing a standard policy across many
devices has been difficult and even impossible. Device users were able to modify device settings that
could result in compromising the data on their devices. For example, if a user can remove password
protection on a device, it might result in unauthorized access to data if the device were lost or stolen.

In MDM, device enrollment involves the device following a controlled and managed process to become
a trusted device and a member of the Active Directory domain. As with any computer or server,
membership in the domain provides manageability. In addition, MDM lets you block a device from
enrolling.

MDM lets you manage Windows Mobile devices in a manner that resembles portable business
computers by using Group Policy and MDM software distribution. These technologies are built upon
WSUS, enabling you to easily align devices to follow policies and software package updates. This enables
independent software vendors to create mobile solutions for Microsoft Dynamics CRM using the
Windows Mobile SDK. MDM also lets you manage device loss or theft in an appropriate and timely
manner.

Connectivity Optimization

All mobile devices are restricted when it comes to battery power and network bandwidth. MDM uses

several techniques and technologies to address these limitations such as:

o Traffic aggregationConstant network communication will drain a device battery. Therefore, MDM
aggregates policy and software packages, and issues them as one update the next time the device
connects to the company network. A configuration schedule sets this connection frequency.

e Stable network addres8IDM provides a stable internal IP address to a device so that an application
can easily maintain a persistent connection as the device moves around in the network.

¢ Data cachingMDM collects, validates, and caches device information. The operating system can
resolve future queries from the cache, minimizing communication with the device.

¢ Roaming state awarenesgou can configure the MDM client component of Windows Mobile
devices to reduce device communications based on network connection profiles. This can be useful
for turning off MDM communications when the device should not communicate with MDM, such as
when the device is subject to roaming charges.

Mobilizing CRM: A Typical Scenario

Let us study a scenario where a salesperson needs to record activities (phone calls, tasks, appointments)
related to sales opportunities while in the field. This will enable sales activity information to quickly flow
from field sales to sales management for greater accuracy in forecasting. The IT department determines
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that a mobile CRM solution with full order entry, case management and contact management is more
functionality than is needed for simple activity tracking. An application with a streamlined user interface
is built to provide the mobile salesperson a tool that is easy to use and will be widely adopted.

This application can be built using the .Net Compact Framework and the Microsoft Dynamics CRM Web
Services. The application needs to provide a sign-in page, forms for creating activities and a control for
associating existing Opportunities with the new sales activity.

The following code demonstrates how to establish communication between the salesperson's Windows
Mobile phone and the CRM server. The code uses the CRM Discovery Service on Windows Mobile
phone to authenticate a CRM server with an Internet facing deployment.

/Il A central instance of the Service proxy. A class called

Applicationinformation was created to hold myriad values including items

related to Authentication.

/Il Two modes can be used for Authentication, either you can use the
CredentialCache and allow the d evice to prompt the user for authentication
information, or you can supply it.

/Il Currently, the app presents a Logon form when it starts that prompts

users for those values. Afterward, they are always present when needed. By
sharing an instance and only

/Il authenticating once, we eliminate the need to keep creating proxy

instances and credentials and authenticating on each call to any given

method.

/Il By commenting out the following line:

/Il _servicelnstance.Credentials = credentials;

"

/Il and replacing it with the following line:

/Il _servicelnstance.Credentials = CredentialCache.DefaultCredentials;

i
/Il the authentication credentials/mode can easily be changed. Although it's
not critical to comment out the first line if you use the DefaultCredentials,

/Il there's no reason to set a value only to immediately change it in the
next line which is what would happen if the first line isn't commented out.

"
public static CrmSdk.CrmService Servicelnstance
{
get
{
if (_service Instance == null)
{
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_servicelnstance = new CrmService();

NetworkCredential credentials = new

NetworkCredential(Applicationinformation.UserName,

Applicationinformation.Password,
Applicationinformation.Domain);

CrmAuthenticationToken sessionToken = new
CrmAuthenticationToken();

sessionToken.AuthenticationType =

(Int32)AuthenticationMode.ActiveDirectory;

sessionToken.OrganizationName = Constants.MicrosoftCRM;

_servicelnstance.Credentials = credentials;

/I Can also use DefaultCredentials instead, which will cause the user to be
prompted for their credentials

/I Simply uncomment the line below and comment out the line above where
.Credentials are set to use Default Credentials

/I _servicelnstance.Credentials = CredentialCache.DefaultCredentials;

_servicelnstance.CrmAuthenticationTokenValue =
sessionToken;
if (ApplicationInformation.DynamicsServiceUri != null)

{

_servicelnstance.Url =

Applicationinformation.DynamicsServiceUri.ToString();

}

return _servicelnstance;

The following code retrieves the list of opportunities from the CRM server to the Windows Mobile
phone.

/Il Returns a list of all available opportunities
/Il Queries can be run against this to filter out exactly what is returned

public static List<opportunity> GetOpportunities()
{

List<opportunity> CurrentOpportunities = null;
/[Currently, the AllColumns() value is used which returns every field.



/IA subset can be used by uncommenting the code below, specifyin
specific

/I columns and setting 'columnsTolnclude' to mainQuery.ColumnSet

/[Collection that holds the name of the columms that should be
retrieved

/IColumnSet columnsTolnclude = new ColumnSet();

/lcolumnsTolnclude.Attributes = new String[] {
Constants.Opportunities.Name };

/[Create a query expression to retrieve the fields

QueryExpression mainQuery = new QueryExpression();
mainQuery.EntityName = CrmSdk.EntityName.opportunity.ToString();
mainQuery.ColumnSet = new AllColumns();

BusinessEntityCollection allOpportunities = null;

try

{

allOpportunities =
Servicelnstance.RetrieveMultiple(mainQuery);

}
catch (SoapException soapError)
{
MessageBox.Show(soapError.ToString());
}
catch (WebException ex)
{
MessageBox.Show(ex.ToString());
}

if (allOpportunities == null ||
allOpportunities.BusinessEntities.Length == 0)

{
CurrentOpportunities = new List<opportunity>();
}
if (null != allOpportunities)
{

foreach (BusinessEntity eachAccount in
allOpport  unities.BusinessEntities)

{
CurrentOpportunities.Add((eachAccount as opportunity));

g the
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return CurrentOpportunities;

The following code displays set of activities such as tasks, phone calls, and appointments. It also
facilitates creating a new activity.

namespace Cei.Demos.Mobile.Forms

{
public partial class NewActivity : Form
{
public NewActivity()
{
InitializeComponent();
}
private void NewActivity Load(object sender, EventArgs €)
{
if  (Applicationinformation.DynamicsServiceUri != null)
{
statusBarMain.Text =
Applicationinformation.DynamicsServiceUri.ToString();
}
else
{
statusBarMain.Text = Constants.InvalidUri;
}
}
private void listViewActivities_Select edIndexChanged(object sender,
EventArgs e)
{
buttonOk.Enabled = listViewActivities.Selectedindices.Count >
0;
}

private void buttonOk_Click(object sender, EventArgs €)

{

if (listViewActivities.SelectedIndices.Count > 0)

{
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switch (listViewActivities.Selectedindices[0])
{
case O:
NewTask taskForm = new NewTask();
taskForm.Show();
break;

case 1:
NewFax faxForm = new NewFax();
faxForm.Show();
break;
case 2:
NewPhoneCall callForm = new NewPhoneCall();
callForm.Show();
break;
case 3:
NewEmail emailForm = new NewEmail();
emailForm.Show();
break;
case 4:
break;
case 5:
NewAppointment appointmentForm = new
NewAppointment();
appointmentForm.Show();
break;

After filling an activity creation form, the salesperson clicks the Save soft key and the following code
will run:

private void menuSave_Click(object sender, EventArgs e)

{
CrmSdk.task thisTask = new Cei.Demos.Mobile.CrmSdk.task();
thisTask.subject = textBoxSubject.Text;
//Set each additional property you want recorded
CrmProxy.CreateTask(thisTask);
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For more information about the Microsoft Dynamics CRM 4.0 Software Development Kit and the
Microsoft Windows Mobile 6 Software Development Kit, visit the following URLs:
http://msdn.microsoft.com/enrus/library/bb928212.aspx

http://lwww.microsoft.com/downloads/details.aspx?familyid=06111A8851474588H~
3D48091A390B&displaylang=en
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http://msdn.microsoft.com/en-us/library/bb928212.aspx
http://www.microsoft.com/downloads/details.aspx?familyid=06111A3A-A651-4745-88EF-3D48091A390B&displaylang=en
http://www.microsoft.com/downloads/details.aspx?familyid=06111A3A-A651-4745-88EF-3D48091A390B&displaylang=en

Summary

Microsoft Dynamics CRM and Windows Mobile phones provide a powerful combination of functionality
and flexibility. Mobilizing CRM helps provide the following benefits to mobile business users:

e Streamlined sales.

Improved response time.

Maximized use of current investments
Support through a vast partner network.
Support for global business requirements.

You can use Windows Mobile solutions that are readily available or you can create new custom solutions
to suit your company’s specific requirements. You can build these mobile CRM solutions by using the
.NET Compact Framework and Web services provided by the Windows Mobile SDK and the Microsoft
Dynamics CRM SDK. In addition to these SDKs, tools such as the Mobile Line of Business Accelerator,
Synchronization Services, and IFD can help easily mobilize CRM.

IT administrators can use the Mobile Device Manager (MDM) to configure Windows Mobile 6.1 phones
to work within the IT infrastructure of the company as trusted and managed members of the enterprise.
MDM provides several features including network connectivity management, security management,
device management, and connectivity optimization.

22



