


ILLUSTRATED

about today?

. What am | going to talk  migrmal

* How to make your users love CRM even more!
—...0r hate it a bit less

* Show some design practices | (try to) follow
when building CRM solutions

* Give you practical customization tips for the
latest Dynamics CRM version

e Zero lines of code needed for all of these!










. It's not the same as User
Interface design
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User Experience



‘ How UX desigh makes

software better

e “User knowing how to use the system” vs.
“system knowing what the user wants”

* The human brain hates uncertainty - UX
design can reduce uncertainty via:
— Choice reduction
— Visual cues
— Adapting to user interaction

— Following the user’s natural process




User experience is about nigiTal
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Why user experience is DIGITAL

ILLUSTRATED

important for CRM systems -

* The frequency of user pain

— Online store customer: temporary pain caused during
the commercial transaction

— CRM system user: continuous pain through repeated
encounters with the day-to-day tools
* The variety of use cases and user groups

— People who don’t share the same processes trying to
use the same customer information system

— Trying to deliver “something for everybody” will
results in monolithic enterprise software



Why it’s especially DIGITAL

mportant with CRM 2013+

* Higher user expectations due to relative ease
of out-of-the-box functionality

* Simplified Ul only delivers benefits when the
actions visible are the relevant ones

* Tons of new components to configure = more
potential for UX success AND failure
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. What changed with CRM  nigirat!

20132

* Drivers for CRM 2013 Ul re-design:
— Single window = global navigation
— Touch enabled = bigger icons
— Content over Ul chrome = hidden menus

* Casualties:
— Much fever menus immediately visible

— Nav Bar mouseover effect requires cursor
precision

— “Vanilla CRM 2013 SiteMap” vs. upgrade
experience



Optimization in the world

of Dynamics CRM

At Microsoft Dynamics CRM v i SIS Dashboa

~ Jukka Niiranen | &
Create Orgl =

My Work Customers Sales

ul=]
1]

22}

DASHBOARDS ACTIVITIES ACCOUNTS CONTACTS
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Scrolling to the 4t
page of CRM 2013
Nav Bar is like.

...Getting to the 4
page on Google.
Not very likely.

dynamics crm navigation
Verkkohaku Kuvahaku Vidzot Kartat Liz33 - Hakutydkalut

Sivu 4 noin 910 000 tuloksesta (0,45 sekuntia)

CRM 2013; Customize navigation | CRM 2013 Experiznce
crm2013=xperience wordpress. com/ jerm-20 13-custo... = K33nna 3md sivu
27.11.2013 - Recently, I've been asked to changs the sequence of some navigation
items in ME Dynamics CRM 2012. T be honest, this isn't reallya ...

Customer Effective: Microsoft Dynamics CRM | Microsoft ...
wnwi.customerefiective.com/ - K33nna tima sive

Since the release of Microsoft Dynamics CRM 2013, the platiorm has been on a very
rapid release oycle. Az was announcad thres years ago, the releass oycle

Microsoft Dynamics CRM 2013 User Interface: Easier ...
v dy i 05 com/mi oft-dy i m-... = K3annd 13ma sivu
12.8.2013 - Mow, whan you want to navigate to 3 naw Area, you chick Microsoft
Dynamics CRMW in the upper l=ft-hand corner and a new menu slides down ..

MSCRM ADDOns

wen mscrm-addons.com/ = KEEnna tims sivu

mserm-addens.com Home page Addons for Microsoft Dynamics CRM. ... Simple
navigation between relatsd CRM Records; Get the count of the related records ...

MSCRM Hacks - Mot just another MS CRM blog!
msermhacks.com’ - Kidnna t3mé sive

17.8.2014 - Technical blog dedicated to Microsoft Dynamics CRM and tuterials, ..
Ribbon Butten for a specific ink of l=ft navigation pane in CRM 2011 - .

Keyboard shortcuts in Dynamics CRM 2013 | Microsoft ...
msdynamicsermibiog.wordpress.comy. keyboard-short... = K33annd t3ma sivu
21.2.2014 - The following table provides keyboard shortcuts used in Dynamics ...
Navigate to the next iizm on the list {when forms ane in Edit mode), Cirle.

Settings Top Mavigation Options - Micresoft Dynamics CRM ...
wewn. safaribooksonline. comnl.. .dynamies-crm/_ich 128z . - K33nna tdmd sivu

Settings Top Navigation Opfions Cther options available from the Settings top
navigation options includs the following: Data Management System Jobs ...

Microsoft Dynamics CRM 2013 Mavigation Review ...
madynamicsword com./microscft-dynamics-crm-20... = K33nna t3ma sivu
30.4.2014 - One of the huge difference between Microsoft Dynamics CRM 2011 and
2013 is page and menu navigation. In CRM 2011, navigation is done ...

SAF CRMWEEUI Dynamic Navigation to Activity Create - .
wiki scn.sap.com/’_/CRMSAP - CRM+WEBUI+Dynami... = K3ann3 :ama sivu

17.7.2012 - SAP CRM WEBUI Dynamic Navigation to Activity Cr .. Summary: This
papar illustrates how namically navigate to “oreats actvity” of .

Dynamics CRM 2013 navigation - CRM Software Elog
wn.crmsoftwarebleg.cony..../dynamics-crm-20123-na... - K3anni t3ma sivu
2B.5.2014 - There is something to be =aid about the decision to make Dynamics CRM
201%'s top-bar navigation system universal to all screen sizes.

<G o gle »

Edellinen 123458738281 Seuraava
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new havigation —

‘ Optimization tips for the MGITAL

* SiteMap
— Make each process specific area self-sustained
* Kill the Workplace while you're at it
— Don’t be afraid to add more areas

— Configure a “landing page” dashboard for each area

 Form Related Records (“the 4t |level” in Nav Bar)

— Remove menu items that already have a subgrid on the
form

— Prioritize the order based on presumed access
frequency







Have to click through

to a new page to get

the information you
want

[ —) Huffington Post @HuffingtonPost - Sep 9
H THIS is the best time to book a plane ticket huff to/1WN1YE

X <% Follow

@ Saved You A Click
@SavedYouAClick

The information you
94 days before takeoff. RT want, right there
@HuffingtonPost: THIS is the best time to
book a plane ticket

4 Reply #3 Retweet 9% Favorite ss=s More

RETWEETS  FAVORITES , .y
152 313 i- L

2:04 PM - 9 Sep 2014

BeZBR2




. CRM views and clicks

* Two reasons for clicking a record in a view

— You want to access more information from it
(minimum 1 click)

— You need to check if it’s the right record in the first
place (1...N clicks)

* The best views don’t require a single click
— Columns provide the most important info

— Sorting promotes the most relevant records
* (Btw: 1 scroll/swipe effort < 1 click effort)




Locked
& No

Marketing list members: which
company/address/permission?

MARKETING LIST

Invitation to customer event

Members

Full Mame

.Ar'l Rahkonen
Duke Duplicate

1. Jones

Jim Beam

Jim Glynn (sample)
Jimmy Beamish
Joe Perry

John Jones

Jukka Miiranen
Jukka Miiranen
Kamlesh Gopalakrishnan
Kim Douglas

Linda Little

Last Used on (Date)
-

Owner™®
& Jukka Niiran«

Business Phome

+358 9 525501

555-0109

804-762-9576

(022) 677 6776

B804-762-9576

+ Active Cases

s/

Active Cases: who's the
customer? Or case owner?

Case Title
Complete overhaul required...

Item defective on delivery (s..

Maintenance time informatio...

Moise from product (sample)

Service information required...

Service required (sample)

Defective item delivered (sa...

Information on the product (..

Maintenance information (sa...

Missing parts (sample)
Product feature information...
Service requested (sample)
Average order shipment tim...
Contact information reguest...
Contact information reguire...
Faulty product catalog (sam...

Need help (sample)

Case Number

CAS-01001-D7L3)8

CAS-01010-W7Q1..

CAS-01013-Z4H2GS

CAS-01016-LEMZP4

CAS-01027-L8G5F1

CAS-01029-NOL959

CAS-01005-Q3G1Y3

CAS-01008-J4D2V0

CAS-01011-Z2L4L9

CAS-01014-T8F521

CAS-01020-F3C2W4

CAS-01028-W2X0..,

CAS-01000-R5WIH1

CAS-01002-VBQERE

CAS-01003-F5H4TE

CAS-01007-GZTEWS

CAS-01015-Z0Z2W1

Priority
High
High
High
High
High
High
Low
Low
Low
Low
Low
Low
MNormal
Mormal
Mormal
Mormal

Mormal

Created On

23.8.2013 10:00

23.8.2013 800

24.8.2013 0:00

24.5.2013 0:00

2482013 0:00

23.8.2015 14:00

14.8.2013 10:00

1882013 000

158.5.2013 7:00

2482013 0:00

2282015 10:00

2482013 0:00

23.8.2013 16:00

21.8.2013 9:00

24.5.2013 0:00

2482013 0:00

22.8.2013 12:00

Price list items: where’s the

product’s price

Price List

“ Finland 2014

27?27?07

{3 Price List ltems Product Price List - Price List ¥

~  Product Unit
Business Unit (.. Dynarmics CRM Online Additi...  Instance/month
orgt Dynamics CRM Online Additi..  Instance/month
Orgl
Dynamics CRM Online Additi...  GB/month

Orgl
Org1 Dynamics CRM Cnline Basic User/month
Org Dynamics CRM Cnline Essential  User/month
Orgl
oo Dynamics CRM Online Profes...  User/month

rg
org1 Dynamics CRM Online Suppo..  User/month
Orot Office 365 Enterprise E1 User/month
orgl
ot Office 365 Enterprise E2 User/month

rg
oOrg1 Office 365 Enterprise £3 User/month
oot Office 365 Enterprise E4 User/month
Orgl
Orgl
orgt 1-11 of 11 (0 selected)
Crgl



. DIGITAL
. Custom views that suck  itustraren

Aiy Microsoft Dynamics CRM «  # | SALES v My First Entity | v FFFFFFF

FFFFFFF

FFFFFF
FFFUU
uuuu

+ Active My First Entity ~ uuuu

uuuu

w | Mame Created On Owner uuuu
— Uuuu-

18.9.2014 2115 Jukka Miiranen

4+ NEw T DELETE + [ COPYALINK = e EMAILALINK| * [P RUNREPORT~ [ EXPORT TO EXCEL

18.9.2014 21:15  Jukka Miiranen £ ACCOUNT
=

189.2014 2115 Jukica Nifranen A% A Datum CorporatIOﬂ (Sample)

18.9.2014 21:15  Jukka Miiranen

18.9.2014 21:13  Jukka Miiranen

1892014 2715 ukd Niranen My First Entity Associated View ~

189.2014 2115 Jukka Niiranen = ADD NEW MY FIRSTENTITY [l ADD EXISTING MY FIRSTE.. [ BULK DELETE ullf CHART PANE ~

18.9.2014 2115 Jukka Miiranen

« Account /b Cwner Created On Name
1892014 2115 Jukka Miiranen —
A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
189.2014 2115 Jukka Miiranen
- A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
18.9.2014 21:15  Jukka Miiranen
1592014 2145 Jukka Nitanen A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
18.90014 21515 Jukia Miiranan A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
1592014 2115 Jukka Niiranen A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
18.9.2014 21:15  Jukka Miiranen A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
18.9.2014 21115 Jukka Niiranen A. Datum Corporation (...  Jukka Niiranen 18.9.2014 21:15
18.9.2014 2115 Jukka Nifranen A. Datum Corporation (.. Jukka Niiranen 18.9.2014 21:15
1892014 2115 Jukdea Niiranen A Datum Corporation (..  Jukka Niiranen 18.9.2014 21:15
1 - 100 of 100 (0 selected) 1-530f53

All # A



‘Design views that minimize

the clicks

* Sorting
— Alphabetic sorting almost never makes sense
— Showing last modified/created records almost always
makes sense
* Columns

— Include relevant fields for visual scanning and manual
sorting

— Synchronize column order (and width!) across your views
as much as possible

— Avoid using lookup fields to other entities as first columns
(because the click will not take you to the record you
expected)






Why so many entity forms

suck

The eternal dilemmma:
— Process owners would like to have all the data
— Process actors would like to enter none of the data

The varying relevance:

— Some information will never be known by the user upon record
create

— Some information is only relevant in conjuction with other
information

— Some information becomes irrelevant as the process moves
forwards

Entity attributes (data model) and entity presentation (Ul) are
two different design areas, because the presentation layer has
a time dimension




Some things are just better

DIGITAL

LLUSTRATED

These are all the
standard hidden
fields for the

opportunity entity

Imagine you were
being trained to use
a new CRM
application. Would

you want to see a

form like this after

clicking “add new
record”?

kept hidden

4 Additional Fields

Actual Close Date

Budget

Final Proposal Ready
Confirm Interest

Customer Pain Points

Decision Maker?
Integration Key

Est. Revenue

File Debrief

Identify Competitors
Identify Sales Team

‘Weighted Revenue
Rating

Present Final Proposal
Pricrity

Qualification Comments

Quote Comments

Proposal Feedback Captured

Process: Update Opportunity Manually
Update Opportunity

| Actuzl Revenue

| Source Campaign | @
O ves O No Probability | |
() mark complete () completed Complete Internal Review () mark complete () completed
) Yes (O No Potential Customer [ 05
() mark complete  (C) completed Develop Proposal () mark complete () completed
| | st Close Date | =2
| Evaluate Fit ) Yes () No
() mark complete  (C) completed Final Decision Date | |
(C) mark complete (7)) completed Identify Customer Contacts (_) mark complete () completed
() mark complete (7)) completed Initial Communication |
| Nesd |
[ Originating Lead [ e ]
() mark complete () completed Presented Proposal (O) mark complete () completed
Decide Go/No-Go () Yes () Mo




.Use Business Rules to trim mcITAL

ILLUSTRAIED

down the forms .

* Show/hide fields for new/existing record
forms

— Conditions for Created On/By field

* Hide entire sections by setting all fields as
hidden

* Target Business Rules to specific forms via
hidden fields

— The rule will only run when all fields are present
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. The truth about Business meITAL

Process Flows

* Business Process Flows (BPF) are the opposite
of workflows:

— Front & center in the Ul vs. behind the scenes
— All manual actions vs. fully automated process

* Business Process Flows alone are just a
process map
— They show you what should be done next

— They don’t know when it’s time to move on




DIGITAL

The manual steps AUSTRATED

W

X

Select Business Process Flow

This is a list of business process flows that are availablesor your security role,

@) Sure Step CRM implementation Switch Process:
Default process for all Dynamics CRM projects needs to be

O General IT Project performed by the
Use for non-Dynamics software projects, user from the

Command Bar

! PROJECT Change Stage: needs

CRM 2013 Upgrade to be done by the ! Tﬁ&?ﬁﬁ;

user from the BPF

Development Deployment Operation =2 Mext Stage

+ Solution Cverview Completed .« Fit Gap Analysis Completed
+ User Training Reguire Completed + Development Environ Completed
+ Business Requiremen Completed v Data Migration Requi Completed




DIGITAL

Ti S fOr smarter processes ILLUSTRATED
. P P -

* Automate the process selection via workflows

— Requires a custom workflow activity, Google for “
dynamics crm workflow essentials”

* Control process stage changes

— Run a workflow from stageid & stepid field changes to
trigger further actions

* Use process & stage specific Business Rules to trim
the forms

— Copy the stage value onto a custom field, so you can
reference it via Business Rule conditions



http://www.gapconsulting.co.uk/our-solutions/free-tools/workflow-essentials
http://www.gapconsulting.co.uk/our-solutions/free-tools/workflow-essentials




. CRM: is it just for storing niGITAL

ILLUSTRATED

records? -

* CRM solution design is often focused on planning what
information needs to be captured for records (i.e. data
entry) and how it is to be queried (views, charts, reports)

* This record centric approach is not very good at surfacing
the actions performed by CRM users

* Yet these actions are a key component when users

evaluate the validity and relevance of the data

— Account created today vs. last updated three years ago: which
data would you trust more?

— Primary contact for customer account changes: will the account
team discover this information on their own?




Static vs. dynamic

information system

Aii » | sALES ~

@~ +new MWOEETE |~ [ COPYAUNK | = e EMAILAUMK |~ [ARUNREPORT~ [ EXPORTTOEXCEL  =e=

+ My Active Accounts ~ Sesrcn or recoras S
| Account Mame Main Phone Address 1: City Address 1YW -
S e, i @ | Accounts by Industy v + 8
Bradley MNameplate Corp T01-898-2154 Fargo ND 6

Branford Wire & Mig Co 215-034-8655 Jenikintown PA /
Transportation 161
Bresler Eitel Framg Gllry Ltd 201-672-1553 Hackensack MY W W r_/'ﬂ
Brooks, Morris 1 Jr 919-623-2524 Raleigh NC Outbound Consu...
Buckley Miller & Wright 440-780-8425 Chagrin Falls OH Insurance E
i A 5 .
Buergi 8 Madden Scale 415-423-3294 Novato ca Inbound Repair... D =2 All records ~ | Both Auto posts User posts
Burrows, Jon H Esgq 337-566-6001 Lafayette LA E‘
2 Consumer Ser.. CRM 2013 Upgrade
Burtan & Gavis 818-864-4875  Northridge oA = @ Project for customer A. Datum Corporation has moved to stage "Design”.
Business Servi..
Business Systems OF Wis Inc 806-703-1435 Amarillo ™ On CRM 2013 Upgrade's wall
C 4 Network Inc 408-540-1785  San Jose ca Agricufture an... Today
CW D C Metal Fabricators 914-861-9748 Katonah NY Accounting| 1 = Ultimate Engineering
Calaverss Prospect 732-628-3909 Toms River NJ (blank) i Account name changed from "Topline Engineering” to "Ultimate Engineering”,
. . -
Cali Sportswear Cutting Dept 973-936-5095 Little Falls Ny On Ultimate Engineering's wall
14.9.2014 21:06
Cambridge Inn 908-4019-2390 Pittstown ] 0 100 200
Campbel, Jan Esq Philadelphia on v Countal {Account Name) ™, Simple Electronics
= Account: Created By Jukka Miiranen.
< > ] ! v
On Simple Electronics's wall
1-100 of 514 (0 selected) M 4 pagei b o . -
Click on the chart to perform Drill Down 14.9.2014 20:47

Are we building just a Or can CRM tell the

users what is going
on RIGHT NOW?

static, glorified
address book?




Surfacing actions DIGITALE

ILLUSTRATED

serfformedonCRMdata e

* Show the timestamps on who created and
modified the record, and when

|dentify events that are important enough to
raise a special flag, then use a workflow to
write the data (activity feed post, note,
custom field)

* Always provide at least one view per entity
that shows the latest created/modified
records at the top







: : GITAL:
. Our twisted reality

* System customizers live inside the web client,
because opening CRM organizations with other
clients requires jumping through hoops

* For the past ~10 years CRM Outlook client was
the main selling point, today it’s the mobile apps

* CRM 2013 web client looks nice & fresh, works
great for demos and is the only practical tool for
customization work

* So, what’s the problem?




CRM is not just a browser

application

Y - - T g [V e b4 cetie @© Sales Dashboard

My Work =  Activate @j f i ﬁ % o]
- [ Deactivate =0 i . L
2 Mew Edit Merge SendDirect  Addto  Assign Pinned Tiles My Activities
-~ ) ) T Delete - Email  Marketing List el X
DASHBOARDS WHAT'S NEW ACTIVITIES The GrackenREg Review the RFP
Records Collat - Library
- [ | 415 Sales < = MyActive Accounts X & Activ L Gabrele Cannata y el
1:555-555.0146
s > Il Collateral | Search My Active Accourts
ummary 4l Customers Account Identify Decisio
/ACCOUNT INFORMATION POSTS ACTIVITIES  NOTES B Accounts [1[ACCOUNTNAME = |MAINPHONE  |ADC ::r;;:;“;i
i CWD CMetal Fabrica... 914-361-9743  Katc Matthew Miller
Account Name * Supercell er |85 Contacts = i Interested in Fa
[ Calaveras Prospect  732-628-9902  Tom rator ;
Phone - Both Auto p ts b Goals Appointments
: [ Coli Sportswear Cuttin.., 973-836-5095 Littl e
Fax - Jukka I+ [ Marketing B Cambridge Inn 9084092890 Pitts presentation fo :
Website: httpz/x e | Th st sold 51% = inity:
P/ supere § m:ﬁ‘;f;:‘g ;“‘ e, 410 My Work & Campbell, Jan Esq 215-964-3284 Phil Contact 1-555-555-0194 : ;‘"‘:::::' &X. " n Campaigns
Parent Account -
 Account On Supercells wall [ Activities B Campbell, Robert 4 201-520-9002  Keal
Ticker Symbol -~ 2810013 2201 = Interested in 3D Prin...
[£] Dashboards i can'Tron 3147328131 Sair et F—— Cases
ADDRESS Supercell () What's New {&a Cangro Transmission Co 303-402-1940 Eng €392.00000 Library
B | Account Created By Juki = e e o ifacesizdins
- o epareateat B as B Cope & Associates Rea.., 978-626-2978 Wil Probabilty : erested in Fa Contacts
28102013 2204 » il Took B Capitol Reporters 9165913277 Sact :
Opportunity
00180 Helsinki s Carmichacl, Jeffery LEsq 415-306-7897  San .
inlan: Servi Prepare sales
Finland i Service B Carol, Drake Sparks Esq 650-933-5072 San presentation fo Email Messages
[ Collateral = ‘opportunity:
@ S Carriage House Clisn ... 347-519.5906  Elk §
snkats Uarkaligatan=<—__Porkaloga 2 Aticles & Carriag Interested n Lead
i [ Carroccio, AThomas Esq 9312738702 Tull [ Leads
Ruholanti #] Contracts B Cascade Realty Advisa... 505-977-3911 Las Fe—
A o 9 Products B Casco Semvices Inc £02-390-4944 Pho Library E Letters
—— &, Services B Case Foundation Co 817-765-5781 Ken Interested in La
The specified credentials are invalid, You can =
e Ao B | @ [ Centerline Engineering 6025194211 Fho
hitp:/ /e bingmspsportal.com b il Extensions i Central Die Casting Mf... 757-682-7116  New —
B\ i B @ B centro Inc 5125875746 Rou presentation fo
~ - —_ . B Century 21 Krall Real E... 336-822-7652 Burl July :"’"""“;‘"‘ .
or TR rtcrestedinLa
Y [Bi Century Communicati... 602-277-4385 Pho i
41 Service Al |
gl Cases
1-100 of 512

& Queves




St

each client —

‘ Know the limitations of DIGITAL

* Qutlook

— Folder based navigation & popup windows
— Reading Pane: single column form with multi-column
subgrids

* Tablet

— Uses same form definition as web client, single form,
“single row” rendering, first 75 fields or 5 tabs

* Phone

— Separate Mobile form, single column, no scripts or
Business Rules

— No process specific actions available, just “CRUD”







* The longer you work with CRM, the easier it is to
become blind to the small glitches

* The efforts of the customizer are not necessarily
in any proportion to the significance of a design
detail

— An expensive custom plugin may perform an action
that the users will never actually notice

— A single choice of wording may frustrate and confuse
the users every time they use the system

* “People use what works - well” (will.i.crm)



http://willslade.wordpress.com/2011/12/29/people-use-what-works-well/

‘ Do you even notice these
details anymore?

Do all of your updated
CRM forms or custom
entity forms say
“information” in the
header?

S DEACTIVATE  TJ DELETE S5 ASSIGN € SHARE

TRAVEL INFORMATION : INFORMATION

Test trip to Berlin G v wonicn e
Information
General
Travel Reason Test trip to Berlin Event ™ Germany Summer Co
Do you have useless tab Start Time 2/24/2014 9:00 AM NIB User Jukka Niiranen
labels at the start of End Time 2/28/2014 4:00 PM Type Flight

your form, stealing
screen estate?




and B) cheap to fix

Field names:
— Avoid redundancy: “Case Title” vs. “Title”

— Group fields with (short) prefixes to help usage in
Advanced Find

View names: think about the sorting
Field descriptions: provide a tooltip for users

Custom entities: icons are not optional







ILLUSTRATED

site of CRM -

. The messy construction mGITAL

* Rome wasn'’t built in a day, neither was your
CRM

* Rome had a sanitation system, but does your
CRM system have one?

* The system customization process usually
starts with the “add more stuff” stage

* You should always include a “take stuff away”
stage into that process, too




CRM comes with clutter

1

+ Accounts Being Followed v

System Views
Accounts Being Followed

Accounts | Follow

Accounts: Influenced Deals That We Won
Accounts: Mo Campaign Activities in Last 2 Maonths
Accounts: Mo Orders in Last 6 Months

Accounts: Responded to Campaigns in Last & Mon.
Active Accounts
Inactive Accounts
My Active Accounts
My Connections

Create Personal View
Save Filters as Mew View!
Save Filters to Current Vid

Do all these account

views make sense for
your business?

ht out of the box

Are you really using
that many address

Address 1: Address Type
Address 1: City

Address 1: Country/Region
Address 1: County

Address 1: Fax

Address 1: Freight Terms
Address 1: Latitude

Address 1: Longitude
Addrass 1: Name

Address 1: Post Office Box
Address 1: Primary Contact Mame
Address 1: Shipping Method
Address 1: State/Province
Addrass 1: Street 1

Address 1: Street 2

Address 1: Street 3

Address 1: Telephone 2
Address 1: Telephone 3
Address 1: UPS Zone
Address 1: ZIP/Postal Code
Address 2

Address 2: City

Address 2: Country/Regicn
Address 2: County W
Address 2: Fax

Sales Activity Social Dashboard ~

System Dashboards
Customer Service Manager Dashizoard

Customer Service Operations Dashboard
Customer Service Performance Dashboard
Customer Service Representative Dashboard
Customer Service Representative Social Dashboard
Marketing Dashboard

Marketing Social Dashboard

Microsoft Dynamics CRM Owverview

Microsoft Dynamics CRM Sodal Overview

Sales Activity Dashboard

Sales Activity Secial Dashiboard
Sales Dashipoard

Sales Performance Dashboard

Why do you need
1” vs. “non-

“socia
social” dashboards?



* Hide unused fields from Advanced Find

— Use XrmToolBox to find fields not on forms

* Remove unused fields from forms
— Use CRM Data Detective for quick statistics

* Deactivate unnecessary default components
— Views that don’t make sense to you

— Charts using fields that you are not using

— Dashboards without an audience



http://xrmtoolbox.codeplex.com/
http://crmdatadetective.codeplex.com/




* What's new/different in the
CRM 2013 version

* For people who already know
something about a previous
Dynamics CRM version

* 11 chapters of content from 6
CRM MVPs

* Special 20% discount code!
— JukkaNiiranenCRMQuickStartEBook
— http://www.crm2013quickstart.com/

CRM 2013 QuickStart

Get started quickly with Microsoft Dynamics CRM 2013



http://www.crm2013quickstart.com/
http://www.crm2013quickstart.com/




‘ My 10 tips for better CRM

user experience

Understand #UX

Start from the navigation

Save clicks with view design

Make your forms more responsive
Automate the business process (flow)
Show the user what’s going on

Don’t forget your clients

Sweat the little things

Clean up after you're done

1.
2.
3.
A,
5.
6.
/.
8.
9.

10. Know where to go for more tips!




https://

niiranen.eu/crm



https://twitter.com/jukkan
https://twitter.com/jukkan
https://twitter.com/jukkan
http://niiranen.eu/crm/
http://niiranen.eu/crm/
http://niiranen.eu/crm/
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