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Outlook 2010 with Business Contact
Manager: An Overview

Small businesses face many of the same challenges that larger companies do, but with far fewer
resources. Competition is fierce, time is always in short supply, and limited budgets often
constrain marketing capabilities. One of the most challenging aspects of running a business is
developing—and then maintaining—a customer base. Companies need to be able to respond to
customer inquiries, manage customer interactions, and follow up on sales leads. They need an
effective, easy-to-use contact management solution.

Although there are countless customer relationship management (CRM) solutions available,
most are designed for larger companies and may require significant investments in software and
employee training. Plus, these solutions may not work well with other applications typically
found in smaller businesses. To be effective, small businesses need a contact management
solution that is attractively priced, can work well with existing applications, and is easy to learn.

Microsoft® Outlook® 2010 with Business Contact Manager is that solution. By combining
robust contact management features with Microsoft Outlook 2010, it helps small businesses to
easily centralize their contact and customer information using the familiar Outlook user
interface. Outlook 2010 with Business Contact Manager helps businesses create and execute
effective automated marketing campaigns, manage sales leads and opportunities throughout
the sales process, provide service, and follow up after the sale. It also provides tools for
centralizing project information and following up on project-related tasks.

This document contains two core sections. The first provides an at-a-glance overview of the key
benefits and important features in Outlook 2010 with Business Contact Manager. The second
section provides a closer look at how some of the features of Outlook 2010 with Business
Contact Manager are used.
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Outlook 2010 with Business Contact
Manager: At-a-Glance

Outlook 2010 with Business Contact Manager consolidates and simplifies your contact and
customer information management with up-to-date information on all the people and
organizations that do business with your company.

Outlook 2010 with Business Contact Manager provides a new, role-centered user interface
based on “workspaces.” Whether you work primarily in sales, marketing, project management, or
general contact management, there's a workspace and powerful tools that will help you do your
job more effectively.

Each of the four workspaces—Sales, Marketing, Project Management, and Contact
Management—can be tailored to your needs. The top of each workspace contains
gadgets; small, user-configurable charts or lists that show key business metrics like your
sales pipeline or projects. Below the gadgets are tabs, each with a list of records that can be
filtered, sorted, and grouped to meet your needs. Even the reading pane is customizable to
fit your information needs.

The enhanced Ribbon, which is now found throughout Outlook 2010 and Business Contact
Manager, makes it easy to find and access the commands you need to get your job done.

Outlook 2010 with Business Contact Manager provides a customizable dashboard.
Populate the dashboard with gadgets to show information and metrics that matter to your
business.

Configure Outlook 2010 with Business Contact Manager using the new Microsoft Office
Backstage™ view. From here, you can import data, customize, share, and back up your
important customer information.
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Track all the information related to the people who do business with your organization, share it
with your colleagues, and take it with you. The information is at hand when and where you need
it.

Access information related to each business contact—e-mail messages, phone calls,
appointments, tasks, notes, and documents—from within Outlook 2010. Outlook 2010 with
Business Contact Manager automatically links e-mails received from or sent to your
customers. This ensures that everyone has the most up-to-date information.

With the new synchronization feature, you can view and edit your Business Contacts
anywhere you can access Outlook Contacts.

Using multiuser features, you can provide password-protected network access to share
customer information with coworkers.

Update records when you are out of the office. Add new records or update existing ones
on your portable computer, and then synchronize all your changes—and changes made by
others—when you return.

Customization is vastly improved in Outlook 2010 with Business Contact Manager. You can now
create rich, customized forms, and even create new record types for your business.

Customize Business Contact, Account, Opportunity, and Business Project forms using a
simple visual form designer. Remove existing fields, create new fields, and change the form's
layout to suit your needs.

Create custom record types, such as Mechanic, Vendor, or Medical Practice, to reflect the
roles of the people and the kinds of organizations that matter to your business.

Outlook 2010 with Business Contact Manager provides new tools to help you effectively follow
up on sales leads and opportunities and track activities throughout your sales process.



10ffice

The new Lead record type has automatic lead scoring, which helps a salesperson pursue the
most promising leads first. What's more, a business owner or salesperson can design the criteria
for the score so, for example, referrals can be scored higher than leads from a purchased list.

To the salesperson, opportunities are everything. Each represents a potential sale, and the
effective salesperson knows that it's critical to follow up on all opportunities. Outlook 2010 with
Business Contact Manager makes that easy.

Sales stages help the salesperson track opportunities from inception to successful
close. Users can define sales stages and the sales activities within them, and get optional
reminders in Outlook 2010 to ensure follow through. Small business owners can monitor
future sales with the Sales Pipeline and Sales Funnel gadgets and reports.

Maximize profit by targeting your best customers and top-selling products. Use the Top
Customers and Top Products gadgets and reports to show who bought the most, and
which products are the most profitable. Export reports to Microsoft Excel® 2010, with
formatting and formulas intact, for further analysis.

With Outlook 2010 with Business Contact Manager, you can create and distribute personalized
marketing communications and monitor the results with ease.

Staying in touch with existing or potential customers is critical to the success of any business.
With Call Lists, you can easily choose the recipients, write or import a call script, and then track
the results of each phone call.

Create targeted mailing lists by filtering prospect and customer data, then use mail merge with
Microsoft Publisher 2010 or Microsoft Word 2010 to create personalized e-mail or printed
marketing materials.
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Track marketing activity by customer. Each marketing communication you send is
automatically included in the recipient’'s communication history.

Measure each marketing activity’s success with marketing activity tracking and associated
gadgets and reports. Determine the success of each activity to maximize the effectiveness of
future marketing efforts.

You've successfully closed the sale, and now need to fulfill—or exceed—the customer’s
expectations. How will you ensure that nothing falls through the cracks? That everything is
scheduled? That resources are lined up? The project management features of Outlook 2010 with
Business Contact Manager help with all of these activities.

Define projects and their tasks and then assign them to your co-workers. If you've shared
Outlook 2010 with Business Contact Manager with your co-workers, then all project
information is instantly available to everyone who needs it. Monitor all your project activities
with project gadgets and reports. Both gadgets and reports now include Gantt (timeline)
charts so that you can see at a glance what needs to be done.

Outlook 2010 with Business Contact Manager helps you track relevant e-mails by
automatically linking e-mails to the project record.

If your projects tend to be very similar to one another, it can be tedious to define the same
project tasks each time you need them. Outlook 2010 with Business Contact Manager can
help with Project Templates. Define a project and its tasks once, and then re-use it as many
times as you like.
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Outlook 2010 with Business Contact
Manager: A Closer Look

Your customer data may be stored in many different places, using many different technologies,
from paper-based files and notes to e-mail messages, documents, spreadsheets and databases.
Using different formats can lead to duplication and information that's wrong or out of date. And
synchronization among colleagues or data files can be confusing, time consuming, and error-
prone.

Outlook 2010 with Business Contact Manager stores all customer information in a single
location, providing easy to access to anyone who needs it. What's more, all your customer
information is accessible using Outlook 2010, a familiar program that you probably already
know well and use every day for e-mail and calendaring.

Get things done with a new user interface

With its new streamlined user interface, Outlook 2010 with Business Contact Manager is easy to
learn and use. The Welcome Center displays helpful information and videos to get you started
quickly on managing contacts and customer information. And with the new Ribbon and
Backstage view, you'll have all the commands you need to work faster and more effectively right
at your fingertips.

The new version of Outlook 2010 with Business Contact Manager organizes data into four role-
based workspaces: Contact Management, Sales, Marketing, and Project Management. Each
Workspace displays lists of records and a customizable reading pane showing details of the
selected record. Within each tab, select columns, apply filters to show only the records you
need, and group them in any way that makes sense to you. For example, if you want to view
Business Contacts in the state of Washington, add a new tab and apply a filter.
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Figure 1 — The Contact Management Workspace. Each Workspace contains Ribbon
commands optimized for the role, as well as customizable gadgets, lists of records and
reading panes.

Enhanced Ribbon

In Outlook 2010 with Business Contact Manager, each Workspace has a custom Ribbon. While
some of the commands are common, others are specific to the role associated with the
workspace. For example, the Sales Workspace has New Lead and New Opportunity, as well as
the groups Communicate, Edit, and Add History Item.
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Figure 2 - The Sales workspace contains Ribbon commands, gadgets and tabs optimized for
the sales role.
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With the new dashboard, a small business owner or sales manager can keep close track of the
activities of his or her entire team. He or she can decide which gadgets to display, and select the
options on each gadget to show the relevant data. For example, if sales information is critical,
select the Sales Funnel and Sales Pipeline gadgets. If there are many projects to track, use the
Business Project and Project Task gadgets.
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The Microsoft Office Backstage view is a new feature of Microsoft Office 2010 that's designed to
help you perform common tasks and access commands faster and easier than ever. The
Backstage view replaces the traditional File menu found in prior versions of Microsoft Office
applications. To use Backstage view in Outlook 2010 with Business Contact Manager, go to the
upper-left edge of the Ribbon and click the File tab. Then select Business Contact Manager to
import or export, backup or restore your database, or to customize Outlook 2010 with Business
Contact Manager.

Microsoft 10
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Figure 4 - The Backstage view with Business Contact Manager selected. Manage Databases is
highlighted because this user is using the Sample Database. Along the right side are
resources that you can access for additional help with Outlook 2010 with Business Contact
Manager.

Work together more effectively

Link and Track Communications

Suppose that you are a salesperson who has sent samples and sales materials to a potential
customer. Unfortunately, you're out of the office when the customer calls with questions. One of
your colleagues takes a message that the customer called. When you return the next day, you
call the customer, not really knowing what they need.

Outlook 2010 with Business Contact Manager can help address this common challenge with its
Link and Track feature. Your colleague can open the customer record while taking the
customer’s call, and then immediately see that you've already sent the sales materials. The
colleague can then ask if the customer has any questions or needs additional information.
Rather than leaving you a cryptic phone message, your colleague had quick access to pertinent
information and was able to help move the sale that much closer to a successful conclusion.

Microsoft 11
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With Link and Track, users can also automatically associate all incoming and outgoing e-mail
messages with the Business Contact or Account records that have the same e-mail address. This
simple and effective mechanism helps eliminate the need for mailbox rules, for creating mail
folders for each contact, or for having to move e-mail messages into these folders. Outlook
2010 with Business Contact Manager takes care of tracking your e-mail communication for you.
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In addition to tracking e-mail messages, you can use Outlook 2010 with Business Contact
Manager to associate phone logs and documents. Whether you're working in Word, Excel, or
Microsoft PowerPoint® 2010, you can link the document to a Business Contact or Account using
the Backstage view of the current document.

Using the new synchronization feature in Outlook 2010 with Business Contact Manager, you can
access your Business Contacts from anywhere you can access your Outlook Contacts folder.
Outlook 2010 with Business Contact Manager automatically copies all of your Business Contacts

Microsoft 12



2.0Office

into your Outlook Contacts folder, and then keeps track of and synchronizes any changes made
to those contacts. Thus, if you access Outlook Contacts using Microsoft Outlook® Web App,
Microsoft SharePoint®, Windows Live™ or a mobile device, you now also have access to your
Business Contacts.

Other people in your organization may need access to your customer information to do their
own jobs. If that information is stored in a document or spreadsheet on your hard disk, getting
information to someone else can be difficult, and keeping multiple copies up to date can be a
nightmare.

Fortunately, if you have a network, Outlook 2010 with Business Contact Manager makes it easy
to share customer information with anyone who needs it. With Outlook 2010 with Business
Contact Manager data sharing, all employees are working with a single copy of customer
information that is up to date.

From Backstage view, access a simple sharing wizard that lets you give password-protected
access to authorized colleagues. People who do not have authorization will not be able to
access the data.

Many businesspeople never go anywhere without their laptops. For salespeople, marketers, and
others who need contact information to perform their jobs, it's critical to always have that
information at hand regardless of location—in a hotel, on a plane, or at a customer’s site. At the
same time, no one wants their valuable contact information to be out of sync with changes and
updates made by others back at the office, or by colleagues who are also traveling.

Fortunately, Outlook 2010 with Business Contact Manager includes the Offline feature. While
you're in the office, Outlook 2010 with Business Contact Manager makes a local copy, on your
laptop, of your entire Business Contact Manager database, and then keeps it up date with any
changes made by you or anyone else using the shared database as long as you remain online.
When you leave the office, Outlook 2010 with Business Contact Manager automatically switches
to the local copy, so you can continue working just as if you're still in the office.!

1 L . . .
Some features, such as backup and customization, are not available while you are offline.

Microsoft 13
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Customize to fit your business needs

No two small businesses are the same. While all are concerned with growth, revenue, expenses
and profit, small businesses have different information they need to know and track about each
contact, and different kinds of people and organizations with whom they interact. Outlook 2010
with Business Contact Manager can be easily modified to reflect the needs of your business.

New with this release, Outlook 2010 with Business Contact Manager provides extensive
customization capabilities for the Business Contact, Account, Opportunity, and Business Project
forms. With an intuitive click-and-drag interface, you can remove fields that you don't need,’
move existing fields where you want them, and add new fields. Create new fields of a variety of
types—text box, date, drop-down list, relationship—and add them to the form wherever they
make the most sense to you.

2 Required fields cannot be removed.

Microsoft 14
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Outlook 2010 with Business Contact Manager provides Business Contacts and Leads (individuals
with whom you do business) and Accounts (organizations with which you do business). But what
if your business works with Clothiers, Caregivers, Contractors, Charities, Cardiologists, or Clubs?
Outlook 2010 with Business Contact Manager lets you create your own record types and then
customize them—just as you can the built-in records types—to fit your business needs.

Effectively Manage Your Sales Leads with Automatic Lead Scoring

You might have hundreds or thousands of leads from a variety of sources. Maybe you bought a
list of leads, you gathered contact information from a Web site, or you collected business cards

Microsoft 15
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from people interested in your product. Perhaps you have lists of leads that are in another
program such as Excel or Word. Once you get all these leads into Outlook 2010 with Business
Contact Manager, how are you going to handle them? Clearly you want to pursue the most
promising leads first, and handle the others later.

With Outlook 2010 with Business Contact Manager, you can decide which leads are most likely
to purchase from you. Referrals are usually a very good indicator. Perhaps home addresses make
certain leads more valuable than others, or you have specific details about the lead, such as
income or home ownership, that matters to your business. Whatever the condition, you can add
it as a scoring criterion.

Lead score

Lead score: A A7 A
Score type: Automatic x| |4 stars
Scoring criteria.., /| Potential need Wed 1,/14/2009 E
7 Referral Thu 9/17/2009 El
Fresh lead MNone E
Contacted us initially Mone E

In addition to automatic scoring, you can choose to manually score one or more leads. Suppose
one of your leads told you he's very likely to buy, but he doesn’t meet your other criteria. In that
case, you can use manual scoring to assign a lead score of four stars, grouping it with other
leads of the same value.

Drive Opportunities from Inception to Closed-Won

For many small businesses, the sales cycle can take days, weeks, or even longer. During this time,
you're building credibility with the potential customer, understanding his needs, performing
competitive analyses, perhaps manufacturing samples, or writing detailed proposals and price
quotes. These tasks may involve input from many different people, from technology experts to
manufacturing, marketing, and finance people. You might also be working with subcontractors
or vendors to help pull together the deal. And while each business will have different activities in
their sales process, all can be complex, and they can be expensive.

Fortunately, Outlook 2010 with Business Contact Manager makes it easy to follow a sales
process, which increases the chances that a sale will succeed and that your investment will pay
off. By default, Outlook 2010 with Business Contact Manager includes five sales stages:

Microsoft 16
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prospecting, qualification, needs analysis, proposal/price quote, and negotiation/review. Each
sales stage, in turn, has sales activities. You can assign a duration to each activity, and as you
complete each task, Outlook automatically sets a reminder for the next activity. This keeps
everyone involved with the sale on track toward successful close.

Sales activity
Sales Stage: -
Activities and | Purchase criteria known |Mon 8/31/2009 E
completion date:
| Product demonstration  |Thy 9/17/2009 E
| Budget confirmed Thu 10/1/2009 E
Detailed requirements Mone E
7] Reminder: Mon10/5/2009 [ +| [9:00 M [=]

Sales funnels are one way to visualize the number of opportunities or the potential revenue in
each sales stage. Since not all opportunities in each stage will progress to the next stage, you'll
want to ensure that the top of the funnel—for example, Prospecting—has more opportunities
than the stages further down the pipeline. In Outlook 2010 with Business Contact Manager, you
can show sales funnels either as number of opportunities or as expected and total revenue.

Sales Funne Sales Funne
Number of Opportunities
@ Prospec..|
E Qualifi... |
P | R —
= 2 Proposa.
% MNeedsA.| I & Negl])mia.‘.l
< Proposa.. | |
© Negotia. i - S0K S100K  $200K  S300K  $400K
o 1 2 3 4 5 & 7 8 Revenue
Count Expected Revenue Total Revenue

Of course, no two small businesses will follow the same sales process. Outlook 2010 with
Business Contact Manager lets the sales manager or small-business owner easily create a sales
process that works for the business. From Backstage view, select Customize, then Modify Sales

Stages and Sales Activities.
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Modify Sales Stages and Sales Activities @

Changes made to the duration of sales activities are applied to the due dates and reminders for all new Opportunity records. The updates
are not applied to the due dates and reminders of existing Opportunity records unless the record is edited.

Default  Sales Stage Sales Activity Duration Add a Sales Stage...
Closed Won
Closed Lost
v Prospecting 6 days
Initial sales communication 2 days
Follow-up 3 days
Interest known 1 day
Qualification 1 day
Requirements known Immediat...
Purchase authority Immediat...
Funding available 1 day
Needs Analysis 4 days
Purchase criteria known 1 day
Product demonstration 2 days
Budget confirmed 1 day
Proposal/Price Qu... 4 days
Detailed requirements 2 days
Delivery date set Immediat...
Proposal presented 2 days
Negotiation/Review 6 days
Terms and Conditions 2 days
Purchase order received 3 days
Thank you letter sent 1 day
J

[] Create a reminder for the next Sales Activity if its duration is known

Tell me more about sale stages and activities. OK I \ Cancel ‘ \ Apply ‘

No matter how effective your sales process, there will always be some customers who buy more
than others. Similarly, some products will be more profitable, not just because their gross
margin is higher, but because of the quantity of products sold.

You can use the gadgets and reports in Outlook 2010 with Business Contact Manager to track
your most profitable customers and your most profitable products. Each gadget allows you to
select revenue or gross margin, and double-clicking either gadget opens the corresponding
report.

Look at the Top Customers gadget on the right of Figure 11. Suppose you want to know details
about a customer’s purchases. All you need to do is double-click the gadget to reveal details
about closed-won opportunities with that customer.
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Top Products Top Customers
Products by Revenue Closed Within 30 Days Accounts With Highest Revenue
Headlig... | .  FrontS..|
Y Cable Lock| £ Bike Un..|
T Headlig. | g TheCyc.|
& AWC log.. | S New and...|
water b...| Scooter... |
50 520 540 560 580 5100 5120 5140 S0K 550K $100K $150K 5200K
Revenue Revenue

I Figure 11 - Top Products and Top Customers gadgets.

BHY O+ + |+ Top Customers by Revenue - Business Report e
Report | AddIns > @
i) =1 [f= 4| Ascending A Fonts Total i New Call List ~
H F;Eﬂ = 2 = ;
[3) Header and Footer
se

% | Descending &5 Mass E-mail

Save Export SendAs Refresh Print  Print  Page | |Report| Chart | Filter Choo! - .

As  ToExcel E-mail Preview Setup Column d s Direct Mail Print -
Adtions Show Sort and Filter Layout Chart Communicate

Report: Top Customers by Revenue
Filter Applied: Yes
Title Customer Business Phone  Sales Stage Close Date Initiated By Probability Total Revenue Expected Rev...

B Account: Front Sporting Goods

Figure 12 - Top

Total for Front Sporting Goods $171,047.70 $171,047.70

(= Account: New and Used Bicycles Customers by

Very likely will o.. New and Used ... (425)555-0151  Closed Won  1/18/2010 Ms. Parul Shah 100.00% $35,317.46 $35,317.46

Total for New and Used Bicycles $35,317.46 $35,317.46 Revenue re port_ To
B Account: Bike Universe .

Interested in M... BikeUniverse  (425)555-0125  Closed Won  3/8/2010 Mr. David Mart... 100.00% §47,240.86 547,240.86 Create t h IS re p (@] rt,
Total for Bike Universe $47,249.86 $47,249.86 .

[ Account Scooters and Bikes Store double-click the
Will expand thei... Scooters and Bi.. (425)555-0170  Closed Won  1/7/2010 Ms. Sabria B. A... 100.00% 4779 547979

Total for Scooters and Bikes Store $479.79 $479.79 TO p C u Sto m e rs

B Account The Cycle Store adget

Will be ordering... The Cycle Stare  (425)555-0188  Closed Won  2/25/2010 Mr. Andrew Ce.. 100.00% $4584568 $45,845.68 g g :

Total for The Cycle Store $45,845.68 $45,845.68

Total 20004049  $200.04049

Create and T

Before sales, there's marketing. Outlook 2010 with Business Contact Manager can help you find
new customers and keep in touch with existing ones. After all, the most cost-effective customer
to acquire is the one you already have.

Of course, there are other reasons to keep in touch: you might need to send information about
updates, documentation, or upcoming events, even if you're not pursuing sales.

One of the new workspaces in Outlook 2010 with Business Contact Manager is the Marketing
workspace which provides tabs for the different kinds of marketing communications.
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==

3‘J ‘Welcome Center

,e__lﬂ Contact Management
p_)"é Sales

,_'55 Marketing

£ Project Management
>|jﬂ Business Records

3l Deleted Items

Activity Type Analysis
Expected Revenue Generated by Call List Activities

Campaign Analysis

Opportunities Generated by Current activities

Campaign Analysis

Expected Revenu

Collect.. Collect..

cote| - et
Keeping... Keepmg...|
Keeping.‘.| Monthly... Monthly..
Potenti.. Potenti.
et — |
Print b... Print b

S0K S50K S100K o 1 2 3 4 5 S0K

o |

Search in 'Analysis'

P Collecting on overdue invoices | = Select Sections

o 11 = Business Contact Manager - Microsoft Qutlook
Home View Reports Gadgets & e

ndy = [

3 & B X Ba X

Mew Mew Mass MNew Delete | Categorize Follow

Call List  E-mail Items~ = Up~-

Mew Edit Tags
. <
4 - .
ST (iR Business Contact Manager: Marketing Hide Gadgets

[ | Activity Name Budgeted Cost Actual Cost Activity
Collecting on overdue
4 Campaign: Current activities (5 items) invoices
- - Current activities
;_QP Collecting on overdue invoic... 0
gj; Keeping in touch T
Fa Monthly newsletter ctivity details =
;_QP Potential New Customers 20,00
[~ Mail = Print brochures 53,000.00 None =
25}' Business Contact Manager None j
ﬁ e Activity results
0
1
|8=| Contacts o
0
FLlaE- | = ' 579115 2
Filter applied | | O E3 0%

Create and Execute Call Lists from within OQutlook

Suppose you need to call more than one or two business contacts and deliver essentially the
same message while keeping track of who you called and what they said. The new Call List
feature of Outlook 2010 with Business Contact Manager can help.

To create a new call list, first select the Business Contacts or Accounts that you want to contact.
You could, for example, select your top-rated leads, or create a tab showing only overdue
Accounts. Next, import or type in a call script. This could be an exact script of what you intend to
say, or just notes of the material you need to cover. Once a call list has been created, you can
call the next person on the list whenever you have a few minutes free, using the script to guide
you. Record the duration of each call by clicking the Start Timer button, and as the call proceeds,

take notes directly

in the script.
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B | * 9= Collecting on overdue invoices - Call List SISl X
Marketing | Insert  FormatText  Review s @
. * ) = 5 — .
H Iy save & New G\]r‘ j e =) IﬂEl Yv -Ja,j ?? £ Open i:-ﬂ @ \\i\i)
X Delete R 84 =] @ B Web Page | =S -
Save & General| Detalls Track | Mark | Categorize Follow | New History Follow Create  Start Add Time
Close Closed - up - fem-  Up~ Call Seript Timer stamp
Actions Show Marketing Tags Recipient Actions Phone Log
¢l Sample Business  Click button to return to My Business Data. Switch to My Business.
Recipient list Activity
Called 5 of 15 * Name: Collecting on overdue invoices
Messages Left: 3
@ :  Current activities -
Do Not Call: 0 e
Name Recipient details Phone log
% Active Cycling Name: Little B\'cyc\e Supp\y Shop Start date Fri 10/23/2009
& Best Bikes

: (425) 555-0128 S .
% Certified Bicycle Supply B E (425) Start time 10:33 AM =]
% Finished sports goods =

Total duration: |0 minutes
Great Bicycle Supply

Little Bicycle Supply Shoj 3 5 o T R B R RN &
&) Leading Bike Distributors yele Stpply Shop [ setect Sections | ‘ : : ; : 22|
a
. Litle Bicycle Supply Shop Account Your objective: Get a specific time at which the
Maintenance and Repair for Bicycles Little Bicydle Supply Shop. payment will be made.
More Bikes!
. REDMOND\chrishey
Racing Bike Outlet

Good morning, is there? This is Nancy
Phone numbers with Adventure Works Bicycles.
(425) 555-0128

Superb sports goods
Variety bikes L

Village Tours First | want to thank you for your store’s order

of . How have they been selling? Do
Addresses " A
your customers seem to like the products?

Widget Bicycle Specialists

Zip Bikes and Accessories

11l

250 Geary Ct

Bothell, WA 81339 I also see that we have invoiced you. Do you

Company information recall whether or not you've received the
WAFAFDS invoice? If not, I'm happy to email one to you
Private Corporation immediately...
$376,000
Do you think I can get a commitment for a
73 snecific date whan von’ll ha naving the 4
Call status
Classification © Not called
,
Excellent S e e
Overdue

*) Call complete

[7] Do not call

- Save & Next

Communication

After each call, a phone log that contains the script, any notes you've added, and the call
duration is attached to the communication history of each person contacted.

Market Effectively with Personalized Communications

Many small businesses use e-mail or traditional mail more than the phone for their marketing
communications. For them, Office 2010 and Outlook 2010 with Business Contact Manager
provide tools to easily choose recipients, create materials, and track results.

You can specify who should receive a marketing communication either by creating a tab that
shows all the recipients, or by choosing them from an existing tab. Then, just click the type of
activity you need (Call List, Mass E-mail or Direct Mail Print), modify the list of recipients, and
finally choose an existing document to send or create a new one. If you choose mail merge,

Outlook 2010 with Business Contact Manager will open Word or Publisher, which will walk you
through the mail merge process.
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-f‘“_j.' =] & ¥ |5 Monthly newsletter - Mass E-mail I}) ‘ =& i:hl
Marketing | Insert  FormatText  Review o @
=
I save auew | 200 ‘il P } [ ?
)( Delete \-—'JJJ - : 'JI:
Save B General| Details  Track Categorize Follow
Close - Up~
Actions Show Marketing Tags

il Sample Business

Click button to return to My Business Data.

Switch to My Business..,

m | »

;): Abbas, Syed

;): Adams, Jay

;): Adams, Terry

7. Adina, Ronald L.
¢ Adolphi, Stephan
@ Alcorn, Paul

¢4 Alexander, Michael
@ Allen, Michael

@ Alpuerto, Oscar L,
8 Alshaikh, Hussain
@8 Andreshak, Joe

& Appelbaum, Sabria B,

;): Arakawa, Hannah R.

;): Ashton, Chris

Recipient list Activity
[AII Business Contacts and Leads '] * Mameg: Monthly newsletter
Total in list: 186 Campaign: Current activities
[ Review and Filter... || Emai
Name Create or select content for e-mail message.

Qutlook Editor

@

I
I3

Content source:

Publisher Mail Merge  Word Mail Merge

E-mail Subject:  Greetings from Adventure Works Bikes!

Launch activity

Click Launch to send the e-mail.

Launch...

n

Track Marketing Activities

To make your marketing more cost-effective, take advantage of the marketing activity tracking

features in Outlook 2010 with Business Contact Manager.

Every e-mail sent—whether or not it is part of a marketing activity—can be automatically
associated with a recipient’s record so it shows up in their communication history, making it
easy to track responses to your mailings. Plus, each time you create a new lead or opportunity,
you can record its source as the marketing activity that brought in the lead. Finally, marketing

gadgets and reports in Outlook 2010 with Business Contact Manager give a graphical

comparison of the performance of marketing activities and campaigns. The result is that you

improve and refine each successive activity for maximum impact.
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Project management can be time-consuming and error-prone when employees do not have
access to the information they need. Outlook 2010 with Business Contact Manager takes the
hassle out of juggling the tasks associated with projects, jobs, and clients by providing a single
place to store all tasks and information. New capabilities streamline activities and
communications related to projects, and make it easier to follow up on project tasks.

Define projects and their tasks

The Business Projects feature eases your access to project information so you can work more
efficiently. Just as you can link e-mail messages, notes, appointments, and tasks to individual
business contacts, you can also link them to specific projects. The information is readily
available, when and how you need it. And, you can easily share it with others in the company.

Outlook 2010 with Business Contact Manager includes gadgets and reports that give you an
overview of all active, overdue, or upcoming projects. The gadgets and reports display project
information such as start date, end date, and completion status in a graphical format. Gadgets
can be placed in the Project Manager workspace—or any other workspace—so you have
immediate access to the information you need.
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| G |=
o] &9 |+

Business Contact Manager - Microsoft Qutlook

[=] B [t

[ Business Projects " QUEIRLLT N 71

Search in ‘Business Projects’

[ | Project Name Project Status
.3 Assembly for Blue Bigycle Co... Not Started

] Next Year Trade Show
g} Seasonal trade show
9_‘5 Spring City-wide Riding Event Mot Started

In Progress
In Progress

Home View Reports Gadgets & @
= [87~ (@3] 57 BulkEdit  [3] Phone Log W
o A\ e S - I — Y
Delete [ Project Task
Mew Business Hew MNew E-mail Meeting | Assign Create Manage Project  Categorize Follow
Project~  Project Task Items + Request Ta~ ﬁ% More = Template  Templates
New Communicate Edit Add History ltem Project Templates Tags
4B Contact M, - . .
i L LS Business Contact Manager: Project Management Hide Gadgets
&) Welcome Center
[ Contact Management Business Projects - All Project Tasks - All
Sales
&i% 1/1/10 7/1/10 11411 11/1/10 11711
%5 Marketing
£ Project Management Arrange..
> 53l Business Records Seasona. Order D..
Assembl...
4] Deleted Items i
@ Spring .. Meet sh..
Assembl Set up ..
Execute..
Next Yew — Tear-do.
Follow-..

£| [Assembly for Blue Bicycle Com... | 35 ject sections *

Project Due Date % Campl Project information

Tue 2/16/2010 Assembly for Blue Bicycle
Mon 1/31/2011 5 Company

i Mechanical labor
Tue 8/10/2010 3 Blue Bicycle Company

Tue 8/10/2010
Status information

m

2142010
2116/2000 [

[~J mail
% Mot Started
& Business Contact Manager
0.00%
ﬁ e Project overview
0of2
& contacts 0of2
0of2
3 sl Ca _ 4 i 4 2 of2 -
Filter applied | | O B3 100%

Automatically link e-mail messages to Business Projects

The ability to automatically link e-mail messages to Business Contacts and Accounts also
extends to Business Projects, with one important difference: because Business Projects don't
have e-mail addresses, you need to specify the subject of the e-mails that you want to link.
Select the e-mail message you'd like to link, and then click Link & Track in the Ribbon. Now click
the E-Mail Subject tab, and then select the Business Project(s) to which you'd like to link this and
all subsequent messages with the specified subject. Outlook 2010 with Business Contact
Manager automatically ignores minor changes to the subject like Re: and Fwd: so that all
messages related to the Business Project are properly linked.
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Link & Track 5

Select E-mail Addresses and Subjects to Link and Track

On the E-mail Address tab, select e-mail addresses to link to Accounts or Business Contacts, On the E-mail Subject
tab, select e-mail subjects to link to Business Projects,

E-mail Address | E-mail Subject

E-mail Subject: Adion Required - Second Recall

Link Project Name

Assembly for Blue Bicycle Company
Mext Year Trade Show

Seasonal trade show

Spring City-wide Riding Event

OooOoO

| setectan | [ ciearan

ok (con

Create and Manage Project Templates

Many businesses perform the same kinds of projects over and over again, with tasks and
durations that are the same each time. Before Outlook 2010 with Business Contact Manager, you
would have had to create all the tasks each time you needed them. Now, with the new Project
Templates feature, you can create templates that can be used repeatedly to create Business
Projects. Each Project Template can include a set of tasks, estimated duration for each task, and
the sequence in which tasks should be performed. When you need to create a new Business
Project, simply use a saved template to automatically create a Business Project with all its Project

Tasks.
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Manage Project Templates g

Create, edit and delete templates for Business Projects. You can also create projects from these
templates.

Business Project Templates

Template Name Duration (days) Type
Bicycle assembly - simple 2 Fixed Fee Figure 18 - Use
Sponsorship Sponsorship Edit. Pro_ject
Trade Show Template 180 Trade Show Templates to
Copy quickly create
Business
Delete Projects.

Create Project

10 | =
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Conclusion

Outlook 2010 with Business Contact Manager provides small businesses with an easy to use yet
sophisticated customer relationship management solution.

With Outlook 2010 with Business Contact Manager, you can create new record types and
customize them to meet your organization’s needs, pursue the most promising leads first, track
sales opportunities and execute projects, and run marketing activities. And all of this happens
within Outlook, the program that Microsoft Office users worldwide rely on every day for their e-
mail and calendaring.
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Where to Find It

Features and Benefits

Workspaces

Full form
customization

Customizable
reading pane

Create entirely new
records that reflect
your business

Where to Find

Use four role-specific workspaces to organize your
business data: Contact Management, Sales, Marketing,
and Project Management.

e In the Navigation pane, click the Business Contact
Manager button.

e Select the workspace that best fits your role.

Completely customize Business Contact, Account,
Opportunity and Project forms.

e Open any record. On the right side of the Ribbon,
select Form Layout.

Choose the information important to your business. Get
details on each record, or even edit the record, without
having to open the form.

e From any tab, click Select Sections. You can also
rearrange the sections in the reading pane by

dragging.
No longer limited to Business Contacts and Accounts,
you can now create records that reflect your business.
Create vendors, patients, cardiologists, mechanics or
store managers — whatever you need to run your
business.

e From the Backstage view, click the Business
Contact Manager tab.

e Click Customize.

e Select Customize Record Types.
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Features and Benefits

Sample business data

Project Templates

Dashboard

Welcome Center

Lead Scoring

Where to Find

Sample business data lets you experience Business
Contact Manager without having to import or create
your own data. Explore gadgets, workspaces, reports
and customization without fear that your business data
will be affected.

e From the Backstage view, click the Business
Contact Manager tab.

e C(Click Manage Databases, and then Switch to
Sample Business. If you're already using Sample
Business, the menu item will be labeled Switch to
My Business.

Create a complex project only once. From then on, use
Project Templates to create new projects of the same

type.

e On the Ribbon in the Project Management
workspace, select Manage Project Templates.

Get an overview of all your business data. Decide which
metrics are important to your business, and then
monitor them directly in Outlook.

e Click the Business Contact Manager button, then
the Business Contact Manager folder.

Get a quick overview of Business Contact Manager.
Identify features important to you and learn how to use
them.

e C(Click the Business Contact Manager button, and
then select Welcome Center.

Maximize your efficiency by pursuing the most
promising leads first.

e On the left side of the Ribbon in the Sales
workspace, click New Lead. The Lead Scoring
section is on the right side of the form.

e Click the Scoring Criteria button to configure
scoring for your business.
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Features and Benefits

Reports and charting

Project timeline
charts

Sales stages and
sales activities

Customizable talbs

Where to Find

Analyze your business with over 70 reports that all
allow drill-down into the supporting records. And most
reports now have charts to see trends immediately.

e Double-click any of the chart gadgets, select the
report icon from the gadget, or select a report from
the Reports Ribbon.

See the status of each project and its tasks with simple
Gantt charts.

e Click on the Project Management workspace.

e If not already present, add Project Management
gadgets from the Gadgets Ribbon.

Define sales stages and activities within each stage to
create a sales process that works for your small
business. Automatic reminders keep you on top of your
most profitable opportunities.

e Near the left end of the Ribbon in the Sales
workspace, click New Opportunity. Sales Stages
are shown on the right side of the form.

e Inthe form’s Ribbon, click Sales Stages to
configure the sales stages for your business.

Create tabs that show exactly the records and fields
that you need. Records can be filtered, sorted and
grouped.

e To create a tab, click the New Tab button next to
the existing tabs.

e Right-click on any column, then select Add
Columns to choose columns relevant to your
business. Find Business Contact Manager fields,
including any custom fields you've added, under
User-Defined fields in the folder.
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Version Comparison

& New in 2010

Feature

Multiple customizable workspaces

Improved in 2010 ) Feature also in 2007

Custom record types that reflect your business

View and edit Business Contacts anywhere you can access Outlook Contacts

Manage sales leads with automatic lead scoring

Maximize profit by targeting your best customers and top products

Create and use Project Templates

Create and execute Call Lists from within Qutlook

Enhanced Ribbon throughout

Charts — in Reports and gadgets — for quick analysis

Project timeline (Gantt) charts

<< CHI<HLCHI<B <I<HL << <)

New Microsoft Office Backstage view

Fully customizable Business Contacts, Account, Opportunity and Business
Project forms

Export reports to Excel with formatting and formulas

Dashboard with graphical charts

Customize sales stages to fit your business

Send personalized marketing communications

Improved performance of sharing customer information with coworkers

Track Marketing Activities and their effectiveness

Work offline when you are out of the office

Create Business Projects and track status

Track all communications

Use Sales Stages to drive toward successful close




2.0ffice

Outlook 2010 with Business Contact
Manager FAQ

1. What is Outlook 2010 with Business Contact Manager and what does it do?

Outlook 2010 with Business Contact Manager combines robust contact management
features with Microsoft Outlook 2010 to help small businesses easily centralize their contact
and customer information using the familiar Outlook user interface. Outlook 2010 with
Business Contact Manager helps businesses create and execute effective automated
marketing campaigns, manage sales leads and opportunities throughout the sales process,
provide service, and follow up after the sale. It also provides tools for centralizing project
information and following up on project-related tasks.

2. What Office 2010 features does Outlook 2010 with Business Contact Manager adopt?

Ribbon: The Ribbon, new in Outlook 2010 with Business Contact Manager, helps you to find
the right commands quickly so you can focus on results.

Microsoft Office Backstage: The new Microsoft Office Backstage view replaces the traditional
File menu to help you get to the tasks you need and complete your work more efficiently.

3. Where can I find information about using the Ribbon?

You can find information about the Ribbon by going to Help from within Business Contact
Manager for Outlook.

4. I don’t know anything about Outlook 2010 with Business Contact Manager. Are there
resources and trainings available from Microsoft?

Microsoft offers a broad set of resources for Outlook 2010 with Business Contact Manager

users and potential users at http://office.microsoft.com. This includes videos and helpful
how-to articles. What if I have questions or need advice while I'm working in Outlook 2010
with Business Contact Manager? Are there free resources available?

You can access numerous free, self-help resources on Office.com. Resources range from
how-to training and demos to obtaining answers from your peers and independent experts
—such as the Microsoft Most Valuable Professionals—in the Microsoft Office communities.
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The Welcome Center in Outlook 2010 with Business Contact Manager is another good way
to get familiar with the product. It includes introductory videos and helpful learning material.
You can access Welcome Center in Outlook 2010 with Business Contact Manager by going
to Business Contact Manager navigation pane.

. What languages is Outlook 2010 with Business Contact Manager available in?

Business Contact Manager for 2010 will be available in all of the following languages:
Brazilian, Bulgarian, Chinese, Croatian, Czech, Danish, Dutch, English, Finnish, French,
German, Greek, Hebrew, Hindi, Hungarian, Italian, Japanese, Kazakh, Korean, Latvian,
Lithuanian, Norwegian, Polish, Portuguese, Russian, Spanish, Swedish, Thai, Turkish, and
Ukrainian.

. Who is Outlook 2010 with Business Contact Manager designed for?

Outlook 2010 with Business Contact Manager is designed for small businesses and small
groups within larger organizations.
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® Microsoft®

ICE

1. Are there special system requirements for me to run Outlook 2010 with Business

Contact Manager?

Office 2010 was built to maximize performance across the hardware you already own, while also

positioning you for future hardware innovations such as 64-bit chips, advanced graphics cards,

multi-core processors and alternative form factor devices.

Following are minimum system requirements for Microsoft Office Professional Plus 2010:

Processor

Memory

Hard disk

Display

Operating system

Graphics

Additional Notes

500 MHz processor; 1 GHz required for Outlook with Business Contact Manager

256 MB RAM; 512 MB recommended for graphics features, Outlook Instant Search, Outlook with
Business Contact Manager, and certain advanced functionality.

3.0 GB available disk space

1024x768 or higher resolution monitor

Windows® XP with Service Pack (SP) 3 (32-bit operating system (OS) only) or Windows Vista® with
SP1, Windows 7, Windows Server® 2003 R2 with MSXML 6.0, Windows Server 2008, or later 32- or 64-
bit OS.

Graphics hardware acceleration requires a DirectX® 9.0c graphics card with 64 MB or more video
memory.

Certain advanced functionality requires connectivity to Microsoft Exchange Server 2010,
Microsoft SharePoint® Server 2010, Microsoft Office Communications Server 2007 R2, and/or
Microsoft SharePoint Foundation 2010.

Certain features require Windows Search 4.0.

Internet functionality requires an Internet connection.

Certain online functionality requires a Windows Live™ ID.

Certain features require Internet Explorer® (IE) 6 or later, 32-bit browser only.

Viewing a PowerPoint presentation broadcast requires one of the following browsers: Internet
Explorer 7 or later for Windows, Safari 4 or later for Mac, or Firefox 3.5 or later for Windows,
Mac or Linux.

Certain Microsoft® OneNote® require Windows Desktop Search 3.0, Windows Media® Player 9,
Microsoft ActiveSync® 4.1, microphone, audio output device, video recording device, TWAIN-
compatible digital camera, or scanner. Send to OneNote Print Driver and Integration with
Business Connectivity Services require Microsoft .NET Framework 3.5 and/or Windows XPS
features.

Product functionality and graphics may vary based on your system configuration. Some features
may require additional or advanced hardware or server connectivity; visit
http://www.office.com/products.

To obtain system requirements for each Microsoft Office 2010 suite and standalone

applications visit: Office.com.
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Feature Availability / Disclosure

Some links provided in this guide will not be available until after the general availability of
Microsoft Office 2010.

This document is provided “as-is.” Information and views expressed in this document, including
URL and other Internet Web site references, may change without notice. You bear the risk of
using it.

Some examples depicted herein are provided for illustration only and are fictitious. No real
association or connection is intended or should be inferred.

This document does not provide you with any legal rights to any intellectual property in any
Microsoft product. You may copy and use this document for your internal, reference purposes.

© 2010 Microsoft Corp. All rights reserved.
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