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Getting your users ADDICTED to Microsoft CRM 

without them knowing! 
 

Getting your users addicted to using Microsoft Dynamics CRM system is the only way to ensure your 

business KPIΩs are delivered and your business performance is improved. 

If you are able to get strong user adoption, then this has a direct impact on: 

¶ Productivity  

¶ Efficiency 

¶ Greater Business Visibility 

¶ Better Quality Data. 

 

Use the User Usage report in team meetings & staff reviews: 

 

Application & Process Training: training should never be considered as a one-off event.  IΩm sure 

you will be recruiting new staff, staff will move teams and therefore the need for training and 

refresher training will remain.    Provide refresher training as you go! 

Tip Sheets & Training Material: Send your users regular tips (See the Resource Centre at 

http://rc.crm.dynamics.com/rc/regcont/en_us/onlinehighlights.aspx ) and send them links to 

Microsoft online training videos (http://www.democrmonline.com ) 

Mobile CRM:  With roll up 7, Microsoft has included the Mobile Express edition within the Settings 

area.   ConsultCRM can assist you with setting this up for you users. 

Offline Client: remember there is an off-line client that makes it easy for field staff to update the 

system while they are out of the office.  Then, when they are back connected, CRM will put the 

changes back into the corporate database. 

http://rc.crm.dynamics.com/rc/regcont/en_us/onlinehighlights.aspx
http://www.democrmonline.com/
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Process Automation: Look and ask for parts of their processes that could be automated.  For 

example, before I can quote to a new prospect, I need to ask Finance for a credit check.  This can be 

easily automated using the workflow function. 

System Integration: Make data locked away in back office systems visible in CRM.  Consider CRM as 

your Customer Portal. 

If you have a team that often needs to get to Customer sites, then look at a simple integration to 

Bing Maps or Google Maps: 

 

Look to use Microsoft CRM as an XRM platform:  /ƻƴǎƛŘŜǊ ƛƳǇƭŜƳŜƴǘƛƴƎ ƻǘƘŜǊ ΨŜƴǘƛǘƛŜǎΩ ƛƴǘƻ ǘƘŜ 

same platform.  For example: 

Project or Job entity ς if you are a professional services company then allow user to 

manage the delivery of projects/jobs all within CRM.  This can include fees / project 

reports / stages & task assignments, etc. 

Document Management ς many companies have challenges with shared documents 

or my document drives have key customer documents that are not readily available 

to all customer facing teams.  Why not bring these documents into CRM with 

integration to the free Windows SharePoint Services (WSS)? 

Partner Relationship Management ς if you work with partners, then why not 

include them and their sales opportunities within your CRM solution?  You could 

also include your partner recruitment and training processes too?  With the Portal 

you can also securely give them access to their record too. 

Change Request ς if your users have ideas for improving your CRM solutions, then 

why not add a new area in CRM for them to put forward changes?  Have this work 

flowed to notify your system administrators of new entries. 

Survey: Why not send out a survey from CRM?  Ask the users for the top 5 like and 

those top 5 issues they have with using CRM.  Make sure you communicate back to 

them on the results and your plan to target key issues! 
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Sales Methodology:  if your team are using or you would like your team to use a 

sales methodology then there are a number of key ones that are integrated into 

Microsoft CRM.  For example, Solution Selling, Miller Heiman or Target Account 

Selling 

 

Carrot: Create a newsletter to go to your users on a monthly basis.  Include a report on top users 

(see User Usage report mentioned above) and include a selection of key messages from their user 

training on both process issues and on system functionality. 

For example: re-explain the conversion from Lead to a Sales Opportunity and your qualification 

criteria. 

Dashboard:  Create a companywide dashboard so that the whole team can set how the teams are 

progressing towards budget or towards key performance indicators. 

{ŜŜ Ŏƻƴǎǳƭǘ/waΩǎ 5ŀǎƘōƻŀǊŘ tack for a starting point on your road to implementing dashboards: 

 

 

Save Them Time: Use the Announcement area of CRM to notify the users of new additions to the 

system or hints/tips.  Also, look at the Sales Literature area of CRM to store the latest Company 

master documents.  Remember too that the Navigation area on the left of the screen can be edited 

to provide links to other applications that user also need to access. 

If you have any forms that need to be completed as part of your process, why not load these as 

Word templates into Microsoft CRM so user can do a simply mail merge to complete much of the 

form? 

DonΩt clog their Outlook & Blackberries with large attachments: Store these in CRM and send them 

a short cut link to the record instead! 
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In summary: It does NOT have to be an uphill struggle! 
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