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Introduction

In a socially connected, alwayson world, it has never been more important for
companies to deliver differentiated and compelling customer experiences. Microsoft
Dynamics CRM is helping companies do just that. With a reimagined user experience
that is simple and intuitive, actionable intelligence at their fingertips , and a pervasive
connection to the people and resources they need, Microsoft Dynamics CRM makes
work personal by helping people across sales, marketing and customer care teams
reignite the passion they feel for their jobs so they can deliver amazing customer
experiences.

With a commitment to an agile release cycle, there are currently several releases in
planning and development. The next release is Microsoft Dynamics CRM 2013 @n-
premises) & Microsoft Dynamics CRM Online
code-named oL&@®d@aarmd 0

Charter

Our charter is to reimagine the
business application experience
and drive innovation. In so doing
Microsoft is the strongest unifier
of Microsoft technologies in the
business applications space and
specifically CRM.We reinforce our
charter by adhering to the
following principles: proactivity,
productivity, ubiquity , and
flexibility. These principles guide
our investments.

CRM should be an enabler that detects trends, facilitates
decisions and suggests actions that lead to successful outcomes

Deliver delightful user experiences that promote end-user
productivity and demonstrate the rich, “better together” value of
Microsoft technologies

Seamless experiences across sales, service, marketing and custom
processes regardless of the choice of device, browser and
location

Sustaining the "Power of Choice” and the ability to utilize cloud,
on-premises and hybrid CRM deployments as a key point of
customer value and flexibility
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Investment Areas

Microsoft Dynamics CRM is investing in capabilities that deliver modern, familiar and compelling user
experiences. Our key focus is user adoption: building applications and experiences where users
recognize value, opportunity and insight immediately i either on the road or in the office.

Microsoft Dynamics CRM 2013 and Microsd t Dynami cs CRM Online Fall ©
a business application that delights users through experiences that are modern, seamless and device
optimized. To deliver upon this expectation we have focused this release around the following the mes:

Agile process Access what
guidance lets you need
you respond where you
to rapidly need it so you
changing can connect to
business needs customers

Work across Robust
boundaries to platform
Create the capabilities to
right customer tailor your
experiences solution

Cleaner, faster,
more intuitive
interface
drives
productivity

0

REIMAGINED PROCESS EXCELLENCE & ENTERPRISE PLATFORM
USER EXPERIENCE AGILITY ONTHEGO COLLABORATION ENHANCEMENTS

This document is organized to highlight the exciting innovations and capabilities acrossthese themes
included in Microsoft Dynamics CRM 2013 and Microsd t Dy nami cs CRM Onl ine F
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Key Investment Overview

The following topics summarize the investments that will be delivered in Microsoft Dynamics CRM 2013
and Microsoft DynamicsCRM Onl i ne Fall 0613.

Reimagined UseEXxperience

With an entirely new user experience, Microsoft Dynamics CRM allows you to view everything you
need in one spot o fast and fluid, and relevant to the work at hand. No pop -ups. No flipping from
one application to the next. What you need, where you need it. Get in, get going and get done.
So you can focus on what is most important d your customers.

What is this
record about?

Why do | need to pay attention
to this record?

@ save anew Q;«w il DELETE (@ CLOSEASWON 3 CLOSEASLOST  wee L 2 1)
pperieely "8 5 5 BuComDue  [BuRevmee @) St Owner”
Interested in Product Designer 903 SST2ETO0 © inProgress  TenyAdams
Where T T D T S
. . ? v Identify Contact i Bowen v Estimated Budget $612,070.90 v Capture Summary New prospect seekin-
is this record? o . i
« Purchase Timeframe This Quarter Identify Decisson Maker mark complete
= i -]
~
Summary
o All Stakeholders v +
. Contact Neme 4 Role
Pr|mary .......................... ® | Acount | pe— | Secondary
. Purchase Timefrar This Quarter a1 ey Siab .
Information i soR050 o e 25 e i e e Prc esne Information
PUschine Procii Velainifh Like - Reply - View Conversation - 2 hours aga from Dynamvcs CRI
Description New prospect seeking our Product
Designes. ‘J‘yﬁuﬁmeM~N«l’lﬂuWnﬂm
Probabilty % Al Sales Team Members v +
s * S :’;:::mmn s:::hm Nome 4 Role
° § JilFrank Sales Professi.. ¥
Current Situation § Termy Adems Sales Professi... *
software applications. 2hours ago - Like - Reply !
Yammer® Terry Adarms g out | |
g e

What is the status
of this record?

What has happened
and is happening?

is this record

currently saved?
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| t 6s al l about efficiency

Wedve desi gned tpnoductiviey v mihdoby presentirtg key business data and related
activities in a style that maps to the way that people actually work. The new user experience
organizes information in a clean, consistent and easy-to-access manner. By giving you all the

inf ormation you need at one time, you ddreadlinedget
navigation experience drops down from the top of the screen with a single touch:

. s Terry Adams “’!
AdgMicrosoft Dynamics CRM v #t | SALES v Accounts | v @ create prosevare. FLN % 7

. =
DASHBOARDS ACTIVITIES ACCOUNTS CONTACTS OPPORTUNITIES COMPETITORS

This new navigation model means access to any record is just a touch away. Thigallows us to display
more of what you want @ your business data




Simplified Data Entry Customer Summary

Your people are busy d working multiple CRM systems are built upon the foundation
accounts and opportunities all the time. To of relationships. Your CRM system should
keep them productive and focused on the task help you build these relationships with your
at hand, wedve introduced new dat a enctustgmers. WV e
capabilities. Allow your users to easily create ot made CRMmore
X : . Adam Carter
any record with Quick Create d an optimized personal by
experience to capture key data points for the Summary adding the ability
record being entered. TR to store images
S and display
e location using
e o Microsoft Bing
o omwsmnne Maps. Images are
o =77 stored within the

CRM database
using a new Image
attribute type.
Each entity can
have animage
attribute . This attribute is designed to allow
a record to store a single image that can be
displayed in entity forms that are enabled to

Quickly add and edit Product line items to your
Opportunities, Quotes, Orders and Invoices with
inline editable grids . You can input Product
details such as price, quantity anddiscount
directly in the grid on the form.

Products

v o4+ display it.

O

We have introduced a Quick View form that
Track and manage the key people such as surfaces important Customer information on
stakeholders and salesteam members for related forms so you always have your
your deals. Inline lookup and editing makes it customer data at your fingertip s.
easier to understand at a glance who is
connected to the record and their role. Your Primary Contact

people can even create ONg AdmCarter
from within the lookup screen.

B Email adamcarter@northwindtraders.com
STAKEHOLDERS " Business 425-555-0100
Mame Role
Jim Glynn (sample) Influencer -
Maria Campbell (sample) Decision Maker = x
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Process Excellence & Agility

With guided processes there is no more guessing what to do next. You always know what has been
completed, where you are in the process,and what still remainsto be done. With the ability to
quickly create and modify business processesyour organization can easily adapt to changes in the
market.

Qualify (Active) Develop Propose = Next Stage

« Identify Contact Eli Bowen | & Estimated Budget $612,970.90 o Capture Summary New prospect seeking © |
v Identify Account Trey Research i « Purchase Process Unknown I
v Purchase Timeframe This Quarter i Identify Decision Maker mark complete

Drive effectiveness through pre-defined and configurable processes and enhanced collaborative
selling. Each stageof a processis clearly outlined, identifying the recommended steps to completion .
Users can move forward and backward in a processand as they do, they will be presented with a new
suggested list of steps.

This is a fresh, intuitive and guided means for users to work through a business process toward a
defined outcome. This is a departure from the traditional transactional CRM application to a more
process-centric, outcome-oriented and guided experience. This is a deliberate move to focus on
outcomes rather than transactions.

A new way to get things done Span multiple entities

Organizations can have multiple processesfor A single Process can span multiple entities
each entity. Role-specific process assignment (e.g. Lead to Opportunity to Quote to Order
sets the default processand a user can then to Opportunity) , including custom entities.
switch to another process if better suited. The process helps users navigate across
Required steps within a stage can be enforced multiple records within the contex t of the

so that usersare prevented from progressing to desired outcome. This new approach changes
the next stage in the process. The user is the traditional CRM focus from records and
notified so it is clear what step they need to lists to verifiable outcomes.

complete in order to move forward.
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Easily configurable

The amplified point and click process designer, makes it easyto model even the most complex
business processesOrganizations may easily package, export and import processes between systems.

This release includesa ready-to-use Sales and Customer Servicdusiness processas well as some
easily installable sample processed. These processesfor common sales, service, and marketing
scenariosd help you ensure that staff follow consistent steps every time they work with customers.

These business processes help you run phone and email campaigns, create targeted marketing lists,
handle service cases, schedule appointments, upsell products, and increase orders.

n | E Save | ﬁ Save As | ° Deactivate | % Order Process Flow | a Enable Security Roles | ﬂi‘E Show Dependencies ﬁﬁgctions - @ﬂelpv
BUSINESS PROCESS FLOW
Cross Sell .
Included Entities
LEAD 5 OPPORTUNITY @ ovtion:
Stages €9 Stage Category Steps €3 Fields Required
PROPOSE PROPOSE Identify Sales Team Identify Sales Team O
Proposal Status Proposal Status O
Request Approval Request Approval O
Proposal Approval Proposal Approval O
Proposal Feedback Captured Proposal Feedback Captured O
CLOSE CLOSE Present Final Proposal Present Final Proposal O
Send Thank You Note Send Thank You Note O
™ & mou
Status: Active

In addition, there will be a library of business processes available for download on the Dynamics
Marketplace.

1 Installable sample processes available in English only
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CRM onthe Go

Mobile applications keep salespeople connected to data, team members, and customers. With access
to your CRM solution on your Windows 8 tablet or iPad as well as yourmobile phone, you have the
tools you need to not only look smarter but also to be smarter.

Powerful Tablet Applications

Microsoft Dynamics CRM for tablets helps you stay connected and productive wherever you are. Use

your iPad or Windows 8 tablet to stay up to date with your customerinfoieven when youor
go. Arrive prepared for every appointment, and update your notes, tasks, contacts, accounts, and leads
while the details are still fresh in your mind. Data is cached for offline viewing so you can still access

key data if connectivity is lost.

= ®

<) Mobile Client Dashboard

S
My Open Opportunities ® My Open Leads ® My Active Accounts

§ orders of Product SKU 41202

B R

(€) Mobile Client Dashboard

My Open Opportunities ® My Open Leads

6 orders of Product SKU 1202

Robin Counts @ A Datum Corl

H X
fin0000
Needs to restock their supply of =0 'V g 'ﬂ.:t\;i\l;;;;umw
Product SKU AX305; il porchase sk
Tz
- E

Debra Garcia I“ Al, sun

Susanna Stubberod

Very likely wi H I 18 Product
SKUJIﬂ)

121701
$3000000

They sell many of the same items

that we do - need to follow up. Nan:vAnd nnnnn

Ty sl ny o he ms 0 n City Power & Light
thatore o need t folow u - - 5o




Seamless Experience

Delivering a CRM experience that is consistent across web, client and device is key to driving

productivity and adoption. Always know where you are within your sales process, easily complete key
tasks and advance t he prEmbeddedsSkypecalingall@vayjoutwdapt 6 s n
connected with your Customers. Native device capabilities provide familiar tools and actions to get

things done.

= #® = ' BT Ry T

(© |Interested in Product Designer

Est. Close Date 3/19/2013 v tomer Nee Need of state of the ar.
Est. Revenue $350.000.00 V' Proposed Sciution Lead with Product Des..,
Status In Progress ¥ Identify Stakeholders mark complete
8 owner* Tery Adams ¥ Identify Competit mark complete
Interested in Product.
£4 Bowen
Irey Research
This Quarter
US Dollar
$612.970.50
Unknown
New prospect seelang....
35

Growing company tha.




Interactive Business Intelligence
Work smarter with interactive charts. Click within the chart to analyze your sales data allowing you
to find and access your most important information for quick insights.

& & orFoRTURITIES ’O

@ My Open Opportunities

SALES PIFELINE ' LrEr R I
AF2EmA $470.265.00 e
4/28/2013 $240,501.00 10
5732013 $1,001,565.00 %
Jnterested in 30 Printers Distribustion Incorporated 5/7/2013 $827,912.00 0
steresied in 30 Pripters Mogem Sales Siore 5/16,/2013 §£1,223,306.00 T
Intarassed in Product Designer Tailspin Tows B3 | Lt LERT ] 40
Mtereszed in 30 Printers Metiopolian Spors Sug..  &/12/2013 $533,104.00 50
Imterested in 30 Printers Little Indusiries TE23 $1.496. 17600 2

Write Once Deploy Everywhere

No need to hire a mobile de veloper to change your mobile solution every time your business
requirements change. Configurations to tailor the CRM web interface will persist in the tablet
application. Leveraging configuration work that you've already done, Microsoft Dynamics CRM
optimizes your web forms for the tablet layout. Even client-side logic is supported on the mobile
device to deliver rich experiences. Data is cached for offline viewing
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Touch-optimized Phone Applications

Your users are on the go. They have many devices ad expect experiences that work across these
various device types. The Microsoft Dynamics CRM phone applications will complete the mobility story
by providing a touch -enabled mobile phone application experience for Windows 8, Android and
iPhones. Phone applications will be launched following the General Availability of CRM 2013. They
will not be available at launch.

Access Your CRM Data

View Contact, Account, Lead, Opportunity,
Appointment and other relevant information on
your phone. Work Offline and View Social Activity
Feeds on Windows Phone

Easy Interaction

Add and modify Contacts, Tasks and Notes as well
as other relevant data. Make phone calls and Map
address information using native device capabilities.

Tailor Your Experien ce

A customizable experience, allowing organizations
to configure custom entities for display on the
phone apps.

Tablet -optimized Web Browser Experience

Users that access CRM from the web browser on their

mobile device will be presented with a web browsing

experience optimized for the device. The ol i qui d

| ayout 6 scales to opti,mize the viewing experienc
adjusting for various screen shapes and resolutions

(landscape, portrait, 1, 2, 3 column). This browsing

experience adds flexibility in how the mobile

employees access their CRMdata.
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