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About this retrospective

* My "Surviving CRM" blog has been covering topics related to
Microsoft Dynamics CRM for a good few years now

* At the end of year 2015, I decided to have a look back at some of the
writings from 5 years ago, to analyze A) what new technologies &
trends I considered to be noteworthy at the time, and B) how the
future turned out for each of these

* In the slides you'll find an excerpt from the original post + a link to

iche article (in top right), alongside my notes on the subject 5 years
ater

* What's the point of all this? Simply gaining perspective on how the
software world around us works, so that we can better evaluate the

news we encounter and make more educated guesses on what this
world will look like tomorrow



http://survivingcrm.com/

What did I blog about in 20107?
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Jan 29th, 2010:

CRM, the gateway drug eV m—

for the cloud?
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least sound like a pl in where the [_Ild s are in the corre
little functional benefits in moving existing monolithic serv
going there with a customizable and extensible platform such as Dy

more opportunities. As long as CRM Online manages to build an attractive ecosystem around the

core product and pull in services that demonstrate the benefits of building integration in the cloud,

as opposed to behind the firewalls, it has a great chance for stealing the momentum in business

application development.

the cloud through
the CRM mist”

In 2010 Microsoft started their “we're all in”
campaign for cloud as the focus point for their
future business, and CRM was seen as a natural
first point of entry for businesses

New Dynamics CRM deployments sure did
move quickly to the cloud once Online became
available globally in 2011

Migration of existing on-prem instances was a
bit slower, as MS didn’t build any tool/service to
accelerate these projects

Announcement of Office 365 later the same
year set the big wheels in motion for MS
business cloud products

It took until late 2015 before CRM Online was
sold as add-on license to Office 365, though


http://survivingcrm.com/2010/01/driving-towards-the-cloud-through-the-crm-mist/

- . Feb 7th, 2010:
"MOblle" CRM, a blt "Di/namics CRM
Online: what does

like "smart” phones ook lke?

Mobile Express * In 2010 customers started having iPhones and
0Ok, this is not a feature limited to only CRM Online, but since | hadn't previously had the chance to Oth e r m O d e rn S m a rtp h O n eS I n th EI r p O C kets, SO

use a CRM serve ould be accessed directly through the web, | wanted to test how the Mobile

Express client has evolved since the days of 3.0. mObiIe access tO CRM beca me a hOt tOpiC

T * MS was offering Mobile Express, a lightweight web
e edition of CRM as their in-house solution for
Back mo b | I |ty

You must have an Internet connection to use Mobile Express.

f. From your mobile Web browser, go to http://crm.dynamics.comy. ° D e S i g n e d fo r B I a C kb e r ry/Sym b ia n Styl e keyp a d

2. Sign in with your Windows Live ID. ) i /

3. From the home page, start using Microsoft Dynamics CRM Online. n aVI g a tl O n ’ t h e u S e r eX p e rl e n Ce O n a to u C h S C re e n
What's the verdict? Well, let’s just say that it's “a nice try” and better than nothing, but there’s still d EVi Ce Ieft a |Ot to b e d ESi re d ] n Ot to m e ntl O n th e
a long and winding road ft '— os0ft to travel, if they intend to |'-:aac_hqa lTIi_]b;ii-E user e _r Cu Sto m izati O n O pti O n S (O r Ia c k Of th e m)

that w

i W ° After almost acquiring an ISV solution, MS decided
fighting with the use customization configurations, &l to build their own mobile client (MoCA) application

how the relat el of CRM is ol Mobile Express. There could be

some specific use cases where the mobile client wo rpose, but as a CRM system fo r C R M fro m th e g ro u n d u p

admin | might hesitate on promoting these to the CRM users who don't understand the Limitations.

* In mid-2015 the true smartphone app for .
accessing rich Dynamics CRM functionality finally
became available for CRM Online customers


http://survivingcrm.com/2010/02/dynamics-crm-online-what-does-it-look-like/#more-219

Using CRM as your CMS,
is that really a thing?

A good example of the benefits of running your Dynamics CRM in the cloud instead of your own

server behind the firewall are the recently announced portal accelerators for CRM Online. The

package that initially includes Event, eService and Partner Management accelerators is presumably

going to offer a full Portal Development Toolkit (see the MS Partner Network presentation for May

). What you effectively get is a CMS system for building websites with dynamic
conten ht out of your Dynamics CRM On tabase, with out-of-the-box content hosting
and CR gration running on Azure. There have already been products like this offered by I15V's

like Adxstudio before (who, | believe, are also behind the portal accelerator development), but

providing it as an extension to CRM Online can lower the barrier to such a level that I'm sure many

customers cannot resist the temptation to try it out. Considering that there is no External

Connector license model for CRM Online (like there is for on-premises installations), the total cost

of having the basic web + CRM functionality could potentially be highly attractive for many SMB's.

Rt rOpnar | Hanage Aocount | Logou

May 2nd, 2010:

“Greetings from
Microsoft
Convergence 2010 in
Atlanta - Part 1"

In Convergence 2010 the concept of building
portal websites on top of Dynamics CRM was
introduced

Later on it was bundled into CRM 2011 as
Portal Accelerator framework, essentially a
"lite” version of Adxstudio Portals

Despite the obvious needs for having external
parties interact with CRM data in many
scenarios, customers & partners were slow to
adopt this XRM based architecture for their
web portals over traditional integration of
back/frontend systems

In 2015 Microsoft bought Adxstudio and
decided to make these portals the foundation
for their customer engagement product
offering


http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-1/
http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-1/

Better Together: CRM and
SharePoint... or Excel?

e 2010 may have been the year of "peak

Since the Office 2010 wave of products was released very recently, there was of course some
promotion of SharePoint 2010 and how it can be “better together” with CRM. On a practical level
there wasn't too much to show about the synergies, as the demos were along the lines of showing
SharePoint search results in an account form iFrame. Useful, but hardly revolutionary. Many
vendors are promoting their automatic document library integration products, but if you want my
opinion, I'd say you should wait to see what CRM 5.0 (edit: make that Dynamics CRM 2011) will
offer on that front before committing to ISV add-ons. All in all, the best demos related to Office
2010 were actually the PowerPivot examples of building dynamic data cubes directly on the client

PC instead of relying on SQL Server Analysis Services. Very cool stuff, wish | could convince our

corporate IM department to upgrade my Excel so I'd be able to try some of that “personal BI”

maqic...

May 2nd, 2010:

“Greetings from
Microsoft
Convergence 2010 in
Atlanta - Part 1”

SharePoint”, at least in the commercial priorities
of Microsoft

Finding ways to push SP in every demo was top
priority for MS, but these collaboration tools
remained fairly distant from structured CRM
systems in many practical implementations, due
to factors like system ownership and required
development effort

Greater synergies were seen in the BI capabilities
that at the time were packaged into Office product
line

Unbundling BI from Office turned out to be the
strategy MS would later choose in order to let
Power BI evolve into the next generation cloud BI
solution we see today


http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-1/
http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-1/

May 8th, 2010:

M a ki n g M i C rO S Oft “Greetings from

Microsoft

. C 2010
Social “atlanta -~ Part 2

Returning to the social customer stack,

to grasp the fact that the future of applications adoptan il ° In 201 O no One. Was able to hide from SOCiaI me-dia
- e partially attriby i ' Thing, the customers were now in charge

* Software giants like MS weren't able to match the

speed of agile startups building all the coolest

desktop operating system. I SOCiaI tOO|S, SO Working We” tog ether With these

What does it all mean for Dynamics CRM? Well, your guess is as good as mine, but | believe the neW tOOIS Was the beSt that anyone Cou |d hope

business applications '\-w'orL::IJv-.-'ilL be moving to'u';'z-tr::lz t;m:a app s model that \. frO m t h e m A .

quite popular in the consumer mobile arena. In order to get there, it's going to re e a little bit o ® For |nterna| SOClal tOOIS, a
e e T | response to SFDC Chatter was

i i nowhere in sight yet. As the Office

guys weren't able to deliver it, MS

ot B . === . €nded up buying Yammer to fit

it - "' “%  this gap 2 years later

* External social channels were
covered via Netbreeze acquisition
. i e A in 2013, which in 2015 integrated
Lo V¢ ng application, it's about being able to support whatever new methods of P e T o o o .
communication and collaboration “out there” between companies and thei s. Ge = > Wlth CUStomer .SOCIaI prOflleS In
gl o o CRM as MS Social Engagement

the right pieces in there and the ecosystem may just invite you to be a part of the c


http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-2/
http://survivingcrm.com/2010/05/greetings-from-microsoft-convergence-2010-in-atlanta-part-2/

Sep 2nd, 2010:

The many faces of “Dynamics CRM

summer news round-

LoB app development o

The recent beta launch of Visual Studio LightSwitch made me think about this topic some more,

2 77,
since so may of the selling points mentioned in Microsoft marketing material for LightSwitch ring a ¢ In 20 1 O th e q U e5t| O n Wh at Comes after WEb
bell from the XRM gospel we've seen pushed for Dynamics CRM lately. LightSwitch is a SliverLight ” d 1 h ”R 1 h I
nt tool that's being branded as “sim build business applications for apps Was a nswere Wlt IC nternet

s that rival off-the-shelf App /ications a. k. a. RI g

* Microsoft's RIA browser plugin was
L S T Silverlight and at that point there was
even speculation on if we would see a SL
based CRM client app emerge

* MS launched LightSwitch as a toolkit for

— building small business apps in SL, which
e — sounded a lot like the earlier XRM story
oo | T * As we now know, RIA plugins died within a
s couple of years as HTML5/Javascript won
the battle. LightSwitch got assimilated into
The conclusions behind the value proposition of LightSwitch do sound valid. Most mid-size the CompleX app development Story Of

organizations would surely benefit from being empowered to build their own LoB apps to replace

overgrown Excel sheets, also most of these apps could share the same form, grid, search etc. M S, b u t X R M a S a CO n Ce pt I S Sti I I a I ive

concepts offered in familiar MS style Ul wrappings. How 1e approach is coming from the



http://survivingcrm.com/2010/09/dynamics-crm-summer-news-round-up/

A CRM that works Bynamics CRi 2011

Instead of merely wrapping the web client page into an Outlook frame, the new rich client
n components that attempt to follow the faimilar Outlook Ul
rol while the

there will actually be

rich Outlook client, which may make the web client look thin in comparison. Now, this of course

raises the question that will any of these rich Ul features be available if you stick to Office 2007 or

do they require Outlook 20107 Remains to be seen.

and the world of

exactly like Outlook (cloud) apps”

While the CRM Outlook plugin had provided
track/sync features for years, the next CRM 2011
version promised to make CRM data truly a
native part of the familiar Outlook experience

The Ribbon, reading pane, conditional
formatting and all the other MAPI goodness sure
made CRM feel like Outlook - in good and bad

While lowering the barrier for Outlook users to
access CRM, the reliability of the Outlook client
never reached a level where system

administrators wouldn't need to worry about it

In 2015 MS introduced the first version of CRM
Outlook (web) App that will potentially make the
"fat” Outlook client a thing of the past (one day)


http://survivingcrm.com/2010/07/dynamics-crm-2011-and-the-world-of-cloud-apps/

Hey, about that

luly 12th, 2010:

“Dynamics CRM 2011
and the world of

SharePoint integration... (dloud) apps’

Another common integration point after the Exchange/OCS messaging infrastructure is of course
SharePaint for document management, which is also becoming a native part of Dynamics CRM
2011. The OOB functionality is unlikely to offer much glamour over the previous custom

integrations of showing document libraries in an iFrame. The big deal would however be in

synchronizing the user rights across the CRM and SharePoint realms, which is where | would put

my money on MS to deliver a solution. What | would also [ike to see offered is a native integration
to the FAST based search, thus providing a more Google like search experience for CRM users, but
since SharePoint 2010 is highly unlikely be a system requirement for CRM 2011 implementation,
this will surely remain a custom solution to be offered by the Dynamics CRM implementation

partners.

Linking documents to customer records wasn't an
uncommon CRM requirement in 2010, so MS
wanted to make SharePoint the obvious choice for
document storage with CRM 2011

While automated folder creation for new records in
CRM 2011 was neat, the lack of configuration
options and dependency on client-side code made
this difficult to leverage in real world
implementations

CRM-SP security sync was where I put my money
for MS to build an OoB solution, but looks like T'll
never see a dime of it now...

SP search features never arrived to CRM, but in
2016 the new Relevance Search powered by Azure
Search service promises to finally bring more
advanced content indexing to CRM


http://survivingcrm.com/2010/07/dynamics-crm-2011-and-the-world-of-cloud-apps/

luly 12th, 2010:

BUIld a MarkEtplace and “Dynamics CRM 2011

and the world of

the apps will come? (cloud) apps”

Building a marketplace is relatively easy, but getting it to work for the benefit of all interest groups

(sellers, buyers and the platform provider) can be very tricky. Just because Apple has done such a

phenomenal job on this front and built a whole new value adding layer around their core product
experience with the help of 3rd party developers doesn't mean that any app store would
automatically be a success. Nokia, the previous leader in the smartphone field had launched their
own Software Market around 10 years ago, failing to get much traction on the concept, and finding
itself still struggling today, chasing Apple with a not so appealing concept called Ovi Store. Or
have a look at the Windows Mobile / Win hone Marketplace and compare that to what Apple
and Android have. Get the picture? The moral of the story is that you need so much more around
the Marketplace concept than just a pretty site with some links to random products you have on
sale. App stores only work when they are truly designed to serve the application ecosystem, not
just to make money from the service or use the partners as a showcase for your own offering. Solve
a real problem first, then watch the revenue streams accumulate Later as a result of the value that
you injected into the process first. Here's hoping that Microsoft can build a serious contender for
Salesforce.com AppExchange and the likes, as this will surely be one of the key success factors in
the brave new world where rigid business applications are transforming into flexible services that

the customers assemble into customized solution packages on-demand, pay-as-you-go.

‘.i Microsaft Dynamics Marketplace o o Aghter 4 Skt bk kot

CRM 2011 was about to deliver a new solution
management model into CRM, thus greatly enhancing
the technical foundation for installing add-ins from 3rd
parties into customized CRM environments

Dynamics Marketplace was promoted as the place from
which customers would conveniently find these
solutions, listed there by ISV partners and verified via
MS's certification process

Although "full ecommerce” functionality was promised, it
never arrived, thus leaving a central component of a true
marketplace missing

Today Dynamics Marketplace is no more and the
contents has been rolled back to the generic MS Pinpoint
listings that always were behind the service

While great ISV solutions continue to be developed for
Dynamics CRM, the inability for MS to support their
partner app ecosystem is quite puzzling


http://survivingcrm.com/2010/07/dynamics-crm-2011-and-the-world-of-cloud-apps/

Solutions are the B yamics ChM 2011

final solution

Solution: TestSolution
& Components

Component Type All

. T
= T S ST Bl
e

Entity
nter  Entity

solutions are added does make a diffe ses where customizations are addressing the same
attribute, for example. Also, direct modifications to the Default Solution will remain supported like

in 4.0.

Despite of the clear benefits in having solution layers available in Dynamics CRM, I've got a feeling
that there's going to be a learning curve in adopting them and formulating the best practices for
solution management process. In terms of the upcoming Dynamics Marketplace launch, the

solutions are a must, so I'm sure everyone will be encourage to work towards seamless installation

and co-existence of ISV solution packages.

in all its (beta) glory

Before CRM 2011, trying to merge customizations from
multiple vendors into a single CRM organizations was
quite painful

The managed solution layers promised peace &
harmony for co-existence of various ISV add-ons

In practice, dependencies across different solutions’
components often blocked the graceful uninstall

Fooled by MS's initial guidance to always use managed
solutions in production, many VAR partners learned it
the hard way that customer specific customizations
were usually best left in unmanaged state

Solution framework has gradually improved and in
CRM 2016 the ability to select solution components on
a more granular level than whole entities is promising
a brighter future


http://survivingcrm.com/2010/09/dynamics-crm-2011-in-all-its-beta-glory
http://survivingcrm.com/2010/09/dynamics-crm-2011-in-all-its-beta-glory

My God, it's full of

charts!

Charts and Dashboards

Data visualization is now a native part of CRM,
not something you necessarily need to use SOL
Server Reporting Services for anymore. Any grid
view can be accompanied by a chart that follows
the view criteria definitions. Out-of-the-box
charts include column, bar, line, pie and funnel.
More can be added through custom development
with Microsoft Chart Controls for Microsoft .NET
Framework 3.5.

Activity Type
You're not limited to only showing the charts in
grids, as the new Dashboard functionality allows B High  HE Normal [ Low
you to combine a multitude of charts on a single
page with various layout options. Also keep in mind that a dashboard does not need to consist of
charts, as also grids, iFrames and the new Web Resources are supported elements. Dashboards can
therefore used also for creating console views of detail data and interfaces to other web based
services. Whether there is support for passing parameters from one component to another withing

the dashboards is something to be verified.

Sep 11th, 2010:

Dynamics CRM 2011
in all its (beta) glory

The addition of charts and dashboards in CRM 2011
greatly expanded the usefulness of the application for
managing complete business processes, not just
records and fields

Simple SSRS report development was replaced with
chart configuration, thus lowering the barrier for
applying data visualizations into processes

No major feature development of the ASP.NET based
charts was introduced after CRM 2011, advanced
customization of CRM visualizations remained quite
rare, full SSRS capabilities weren't ever brought into the
cloud

As the Power BI features are rapidly evolving, the
future alignment of external analytics and CRM built-in
visualizations is becoming a topic to keep a close eye
on


http://survivingcrm.com/2010/09/dynamics-crm-2011-in-all-its-beta-glory
http://survivingcrm.com/2010/09/dynamics-crm-2011-in-all-its-beta-glory

Oct 25th, 2010:

A” |n the ClOUd - a” on “Greetings from

Microsoft

their own trajectories? Convergence 2010

i3 6#5 365 | didn't read about it until browsing my Twitter feeds during the e In 201 O CO nve rgence EMEA the concurrent
g Ice cab ride back from the airport, but Microsoft went out and |a u nCh event Of Ofﬂce 365 WES nOt mentioned

announced Office 365 during the same day as Convergence Prague

at all to the Dynamics crowd

took place. If there was any metion of it in the event, | surely

missed it, but it's more likely that the Microsoft considered this to [ Ea rI ier pla ns for |nC| Ud | ng "XRM Se rvices" as an

bw Sﬂr-lif-_'-ﬂll-rl-? rju:r'r_ fd}lmg :?{rectF\,-' L_”.Id'.ar |:[5 D—g,-'lr"-lal_rm:_sl [.'.iﬂ]dLiLt_[ll‘li-:' AZU re com ponent had been scra pped, instead

and therefore no need to integrate it into their Convergence story. 3

Nevertheless, the announcement has big implications on the future the fOCUS was on Seulng d mOdern CIOUd CRM
of Dynamics CRM, since it has been announced that CRM Online will be added into the Office 365 application, Wlth user identities ma naged Via
service portfolio in 2011. WlndOWS lee ID

In the early days of Windows Azure press releases, the concepts of Dynamics CRM Services and e Fa St fo r'wa rd to 201 5, CO nve rgence US eve nt
SharePoint Services were presented as a future part of the Azure platform. We all know that the Was a ” a bOUt ShowcaSIr]g non-Dyna mICS
contents of Azure today is a bit different from those planned features. SharePoint has been taken prod UCtS from M S portfoliol rather tha N the
into the cloud as a part of BPOS and CRM Online has enjoyed success as an independent product. Iatest CRM/E RP featu res

When CRM will now be finding a home as a part of BPOS 2.0 a.k.a. Microsoft Office 365, it's

starting to clearly look like this will be how Microsoft is aligning it's two business application ® Later the same yea r M BS asS ada un |t was

development platforms. Not as a generic service available to 3rd party cloud app developers but d|Sma ntled a nd Dyna m|CS prod UCt

rather as the foundation of basic information worker infrastructure provided to all businesses development moved tO SCOtt G uth riers C+ E un |t
I

home of Azure

operating in the MS Office world.


http://survivingcrm.com/2010/10/greetings-from-microsoft-convergence-2010-emea/
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