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e-Book: CPR for CRM


https://c5insight.sharepoint.com/:b:/s/ShareableContent/EVkv4LDTjAVIqDQB6ugiHxUBiKEYnzEKJVb820kMuMlseg?e=ygoKHH
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of organizations are weak
in Digital Management,
Digital Leadership or both.

Of the 19% that are strong in both —they are more likely
to show:
* REVENUE GROWTH > 10%

* Presence of a DIGITAL COACH Racorded Waninan
. A clear DIGITAL VISION Digital Loadership

Harvard Business Review


https://youtu.be/tkQ0iW7hLJ0
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A DIGITAL WORKPLACE ROADMAP?
r‘ [ I Y 3

. CLOollaporate
o °

Give abroad cross-section of the team a
voice in determining how the digital
workplace should be used by the
organization.

3. Document
[ @

Transform the analysis into an initial
planincluding situation, phases, fit/gap
and change management.




/isionary Demo: Art of the Possible

team expand their boundaries
understand what is avallab
their imagination.
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«  Simplet Use pre: recordéaMSIO;__-__e.
- Best Practice: Have seme Custo



Dynamics 365 CE - Visionary Demo

These samples
are taken from
the C5 Insight
growing library of
over 115 short
demo videos.

|


https://c5insight.sharepoint.com/:v:/s/ShareableContent/Eby5EsyJbpJMkcNKdCCW1UAB2wmE9Q9rGD33mON2-j_R7Q?e=fQhpRb
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EboXPzlJn81HqNIX0aJgcAUBY4jj5nphxv9KkQnZ2b7SYw?e=2wzUe8
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EboLeMIHMStMkIABHM8DjO8BnL-YwWOjh8rJD8g-vtS1EQ?e=HhwLeI
https://c5insight.sharepoint.com/:v:/s/ShareableContent/ETadM1vFw-dLjtA4DUX9wmsBuhNyFCfmBW8jvUhlUO1xsg?e=Kqwl1F
https://c5insight.sharepoint.com/:v:/s/ShareableContent/ES9R9msCOF1Fi6iXX1OasakBx-XntbgJzwzqY9kLr5iMjQ?e=qdqS3w
https://c5insight.sharepoint.com/:v:/s/ShareableContent/Edto0f1uH7BAqfotpxx7A3UBi-cJbhx3DUTsDekNgOrBmQ?e=cbDMkW
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EZhiOP8drTNEt3C5JnagTlkBZ4LkacY9icWztP---RV1Bw?e=M1nlWd
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EdXQYdnmuotDlXk96C3-wn0B0AQzGl3Bg5j-lNksqa-s_w?e=fadjnl
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EXU0jOjurPZFhyGQC2oIFNsBt2fp2Nn-BPkW4PPQuuB3KA?e=qAh0Bf
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EarE3SsVw3xEqAQNSgQhFDsBGnW3vPReqkV7dKWHUPaMzw?e=K72DpH
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THE ROADMAP

USTIN UNDCESTAND
Vv |

now conmecT
- 2 2 Dyramics 365 CRM Roadmap
’ CSInSIght Executive Briefing

REMINDER: Today's mecting will be rec

ChiA
Health
Chsck

Executive Summary
41 pages summarizing findings,
recommended plan, architecture,
governance, and estimated
costs/timing.

Dynamics 365 Roadmap
Detailed recommendations,
findings and roadmap. 73 pages.
Includes Audience Guide.

LUCKSTORMING Results
111 pages of notes and
screenshots from 6 meetings -
including prioritization grids

Benchmarking Findings
21 pages of analysis and
recommendations based upon
the change management
benchmarking survey

Health Check Findings
21 pages of analysis and
recommendations based upon
system audit

Research References
1 page guide to articles used to
create ROl calculations.

Phase | Project Plan
40-page project plan (PDF) used
to create detailed phase |
estimate.



« Simple: Planner
« Moderate: Project Hub
« Complex: PMO



https://c5insight.sharepoint.com/:v:/s/ShareableContent/ET6N2bHj9U5JkMqW7zCy-uwBQXVvQpNNY_3b-fBT2R27wg?e=D7e3hd

5 Insight, Inc. Allrights reserved.
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f/. WWE NEED
A (NEW)

SALES




If you follow
up with web

leads within 5
minutes,
you're 9x

more likely to
convert them.

- InsideSales.com

\
\.

80% of sales require 5
follow-up calls after
the meeting. 44% of
salespeople give up
after 1 follow-up.

- The Marketing Donut

Profit results are
30% greater for
firms using a sales
process than for
those that are not.

- The Sales Management Association
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PHASE Il PHASE 11l PHASE IV
PHASE | AWARE SEEKING PHASE V PHASE VI
DRIFTING ENGAGED LOVAL AT RISK
Becoming aware Dissatisfied and C itted t
Not aware that of their need, or deciding if they OMMIEEC =0 Less than

making a decision. Repeat

they have a need, becoming need another . . satisfied, or
or not in the dissatisfied with solution. . fGathsrlng g ii:g:?g:jnsgefl:g:n otherwise open to
market. current Beginning to in orn;z_adlon an : other options.
solution/vendor. explore. 165

)

MARKETING / SALES SALES CUSTOMER CARE

LEADS and CAMPAIGNS OPPORTUNITIES ACCOUNTS and CASES

ACTIVITIES FORECASTS/ALLOCATIONS PROPOSALS/PROJECTS ORDER ENTRY




= Build LUCK Into Your Sales Process

1 2
DATA: \X/hat da}ta do you DECISIONS
need durm_g this stage to: ] ﬂ .Q * What decisions can be
. quanyk;th.e CUSZOTGF- F o made based upon info
*  meet their needs: -n- provided?
i | What (if anything) could
s there any ata you can LISTEN UNDERSTAND happen that would make

capture without asking the
customer? 4 5 opportunity at this stage?

you disqualify the

DEVELOPMENT: How will we
forecast and improve?
Probability:

Avg Duration: weeks

DELIVERABLES

* What activities and actions
should take place?

* What deliverables and
content will we bring to the
customer?

Other KPIs to track for users
and managers?




Activity Management
Is one of the most overlooked,
poorest adopted, and
inconsistently used
parts of Dynamics 365 CRM.

Video: Better Activity Management
e-Book: Why Adopt CRM Activity Management?


https://c5insight.sharepoint.com/:b:/s/ShareableContent/EdUMCmTtsTBEgPpNuLwdcdUBCK1dFb77lGQPwFYEPNzXHg?e=cpDnAk
https://youtu.be/SgWgjmyR0Cs

Recent Microsoft Investments into
Activity Management

Viva Sales * LinkedIn Integration
Mobile App for Sales « Insight Cards
Outlook App «  Email Engagement
Fnhanced Timeline e Notes Analysis

Auto Capture « Relationship Analytics
Copilot « Talking Points

Who Knows Whom
Conversation Intelligence

Sales Accelerator
Adaptive Sequences



80% of companies believe they deliver a superior
experience. Only 8% of customers agree.

—Bain & Co

Employees with above average number of
connections generate $83,000 more revenue.

- MIT Research

Marketers who use process report success

466%
466% more often than those who don't.

- Coschedule

72% of first BPM projects generate a return
within 2 years; faster with additional projects .

- AllM



Customer Journey Map: Understand the Full Experience

What process is the customer going through?

EMPATHY MAP: LISTEN & UNDERSTAND
POSITIVE EXPERIENCES

THOUGHTS,
QuoTes

What kinds of things i this
persan thinking, fecling or
h

o reabymaters o e JOURNEY MAP

Persona Goals

Business Goals

Persona Needs, Data,
Questions, Feelings,
Quotes and Actions —J — e

1 the current situation, what kinds of
‘eapariences are mostly negative for this
individual?

NEGATIVE EXPERIENCES R

Experiences

CUSTOMER PERSONA NAME: _“CORE”

WLz Influences:
Front-Office

+ Channels “
- People »A’J — i \ o o
Back-Office

* Processes
+ Technologies




Customer Experience Management

Styles  Colors  Expanence  Techncogy  Erhancements  Presence

Receive a collection of inspiring possibilities.

= B Save @' Save&Close + New [i Delete () Refresh Q) Check Acces

@ (e Homeowner - Aviva Pools - Jane McSmith - saved
(® Recent Lead

0
Targeting (31 D)

5> Pinned El Lead Sales Process

My Work
Summary Address Details Files
Dashboards -

[ Activities
Timeline
Account Type Homeowner

% Sales accelerator
Customers

Accounts
£, Contacts

&) Portal Invitations

Sales

I & Leads

Opportunities

Orders

o)
By Pre-Orders

R Invoices

Existing Household?
Existing Contact?

% Finned
Dealer

Engagement

b Getstarted
Dealer Contact

Ansiytics
Household Account 3 Triagers
Audience
#  Contacts
&) Segments

[ Consent center

Channels.

-

O Search timel

Explore Dealers - New Lead Notification ~ Draft

Open Homeowner Web Leads wit

Explore

Industries - Dealer Notification

Email

Select email *

Explore Industries - Dealer Notification New Ho

Preview
&

AVIVA POOLS
imaginepools

—/Explore




NECESSARY COMPLEXITY

« Business Complexity

* Deep Customization: Simple
experiences can be complex to
deliver
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INTEGRATION PLAN

Copyright © 2023, C5 Insight, Ine-All rights reserved.
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INTEGRATION

Search work items. v e & Share

Dynamics 365

) Home My work list Halle Griffiths

@© Recent Lead - Sales Insights

~ Trade Show  Warm  New Ally Jameson
Halle Griffiths

My Work
ty Wort Facility Manager - Northwind Traders

\J
Qualify (26 Hrs) £ Develop

& Sales accelerator 1 Intraduction m... Vesterdiy 641 7.

Bl Activities Summary  Relationship Analytics  Details  Related

Kenya Brady w

Dashboards Store Mana. . + Consolidated Messe.

CONTACT
B Introduction m._ Vesterday 41 P
Customers
ETHE = Topic 20 Airpot XL Coffee Makers Long-term Lease for Northwind Traders
Purchasing Mana. . - Alpine Ski Hou .
10 Airpot XL Coffes Maers for Alp... + $43. First Name Halle

Last Narm Griffiths

Adatum Corporation CRONUS USA, Inc. (fd957025-13a8-eb11-bb&1-000d3a39233e]
@ Leads Cacilia Viera Y - N Aceount - Account ©

Purchasing Mana... - Alpine Ski Hou Facility Manager

[0 opportunities 1 Calé Grande 0 Machine 1 Summary  Business Central Project Price Lists  Assets and Locations  Details  Servicing  Files  Related

Busin 614-555-0131 —

A, Competin 3 introduction m.

Mobile Phone 614-555-0132
Collateral Dwayne Eljah
€TO + Alpine Ski House

B cuotes 1 ot 851 G for i S halle@northwindiradiers com 10000 - Adatum Corporation

B Orders 2 Introduction m... Ve o4 % There was a problem synchrenizing Payment Terms Code with Dataverse, This is probably because one or more option mappings are missing.  Learn more

B invoices COMPANY

Gerald Stephens D ) Attachments (0)
- tep General Deails ttachments ((
Cafeteria Manager - Alpine Ski House E—

@ Products
Company i
B Sales Literature =1 Introduction m... Ve P Nortimind Traders o 000 . Customer Picture

Website hittp:/fwww. northwindtraders.com/ Adatum Corperation

Marketing . o Rachel Michael )
Purchasing Director - Alpine Ski House ] 7877110
e 678 Dayton
B Marketing Lists ) e e 417 o © 40.255.70 p
= Campaigns
[ B - y Address & Contact ¢

Address
Dynamics 365 Sales Statistics
192 Markst Square
Email

Home

Attanta Contact

Article: Enhanced D365 + Teams Integration

Copyright © 2023, L5 INSIgNL, INGRAL rgNTs reserved.



https://www.c5insight.com/Resources/Blog/tabid/148/entryid/3978/enhanced-integration-microsoft-teams-dynamics-365.aspx
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Copyright © 2023, C5 Insight, Inc. All rights reserved.
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Training

MASTER DATA MANAGEMENT

Full Control of Dynamics 365 Environment

Integrated o Better
Data £ 8 Decisions
- = )

9]
g @ ¢
Imported O g g CRM Better
Data 2 8 9 Relationships
S U 9
a2 O
User Data Validation a S Better
Entry Rules Productivity

Inputs

Controls

Database

Copyright © 2023, C5 Insight, Inc. Allrights reserved.



SYSTEM OF RECORD

Goal: Each user has a single primary
application to get their job done.

Customer<facingusers use the customer-
facing app (CRM).

Back-office-facing users use the back-

Copyright © 2023, C5 Insight, Inc. Allrights reserved.



SYSTEM OF RECORD

Master Data Management Policie

Systems of Record
As part of developing master data management policies, every organization must determine the system controlling the master data. These systems of record are
the source of the “true” information for each data table in CRM

- efinition of Customer

Customer: Any person or business that has had service at a I\

3
dol
New: Location that is being delivered to in last X (days/weel _

Lost: Not ordered any product in last 12 months
Reinstate: Someone who ‘dropped’ for 12 months but retur L .
cross: [l vs. Division specific Activity Open Records Review
| Targeted Team [T
| Review Cadence  JLULEIY
Review views outlined below
CRM Table System of Record lo Update information or status as need
Lead CRM cul Open Activities with No Due Date
Account NAV Sta * Activity Status equals “Open”
* Due Date Does Not Contain Data
?
Z_OHO.' . = Open Overdue Activities
Service Titan? o Activity Status Equals “Open”
*  Due Date Older than X Days 1

Dynamics 365 | Master Data Management P @ Q0 + v

Open Activities for inactive owners.
| o Activity Status Equals “Open”
T o Owner status equals “Inactive”

Service Titan?

Contacts

Policy Last Modified Date

o Modified on 05/19/2022

o Modified by Malcolm McAuley (C5 Insight)
oPyTg View

System of Record

Chart

Dashboard
o Name:xx
o Owner: xx

Data Policies o Article: MDM Rush Hour

MDM Monitoring and Automation App

Copyright © 2023, C5 Insight, Inc. Allrights reserved.


https://www.c5insight.com/Resources/Blog/tabid/148/entryid/787/master-data-management-mdm-basics-dynamics-365-sharepoint-crm-content-management.aspx




The average days

required for a new
66 behavior to become
a habit (18-254 days). QUM | Goalsset | Goals

Attained

- European Journal of Social PSyChCS'Ogy ‘

ALY\ e
-Franklin Covey =

Learn and adapt to
your unique pace of change.



Communication, Learning & Development Plan

T R R

# Training/Communication Plans
# Departmental Ride-Alongs
Monthly Office Hours Sessions

# Communication Documents/Mo
# Quick Tips / Mo

# Communication Sends / Mo
Champions Community Portal
Learning Hub

Learning, Adoption & Support Portal
# Escalated Tickets / Yr

# Live Training Sessions

Portal/LMS Uploads

# Digital Adoption Platform Licenses
DAP Initial Configuration
# Training Assets / Mo

2

8
4
1-2
1-2
2-6
Yes - C5 Sets Up
Yes - C5 Sets Up
Yes - C5 Sets Up
50
4

Cs Managed

Q0
Cs Managed

3-6

Separate LOBs with different launch dates

Identify opportunities to improve architecture, automation, and usefulness to end-users

Drop in and ask questions - open meeting and chat for instant responses to questions.

Full documents such as emails, SharePoint news, PDFs or files for printed distribution.

Brief how-to tips for posting, either based on user-sourced information, or regularly
scheduled content for release

Emails, posts (such as to Teams, Viva Engage), articles, etc. Some videos and other items will
result in multiple communication posts.

Identify champions to aid with training, user Q&A, tier 1 support, and feedback on
improvements. Setup training/certification requirements, Setup collaboration portal.

This is different from an LMS - a “quick learning” portal to host many of the training assets
provided by C5 or developed by the client

Includes links to Learning Hub, and a community support area for Champions and Users to
ask questions, share stories, etc

Estimated total tickets: 140-315
Estimated escalations 14-90 - probably front-end weighted

Prepare, deliver, record, post and provide deck for 1.5-3.0 hour training sessions
Some content may require upload to client LMS site (assuming there will be a more

formalized and long-format training requirement). Other content will be uploaded to the
Learning Hub.

Videos, tip sheets, help pages (web), DAP page updates, etc - likely a bit more heavily
weighted towards front-end of services



BEHAVIOR MINING

Complete organization compared to Cologne

Comparison group
Lock Filter Settings

technolog,,

| take time to interact with my colleague = “teGrew Sustom Flter Usage support
Describes how a group perceives the organizational and technical infrastructure that supports
CRM

COLOGNE
L]

| relate to my colleagues’ emotions.
HANOVER : T ?

Where | work, employees withhold inforr sozee sues é
another. Usage support for Cologne is catastrophically low.

Usage support for Cologne is catastrophically low.
Where | work, employees withhold information from

management. Recommendations

Review the types of support that are available to this group to gain a clear picture of what is available: is there documentation in their first language? Is there
media, like training or explanation videos, cheat-sheets, or podcasts? Are there (or have there been) introduction sessions or basic training events? Is there a
digital support system, where this team can ask questions or explain problems, and get an answer by an expert? Are experts available by phone or in person for

Where | work, employees generally trust one another. live support? Once you have an overview of the available support, ask yourself: is it objectively sufficient, taking into account the specific needs of this group, and
the specific challenges of using your implementation of CRM?

If the amount and type of support is sufficient, consider the quall
for users to articulate their needs and obstacles? Is the respons|

ST | |\ Rate Your Intranet e-Book

Also pay attention to the resources needed to use CRM: is the hardware sufficient, and adequately set up? Is there support for hardware problems? Are the data
connections and their bandwidth appropriate, in all usage scenarios? |.e., both in the office and in the field?

If both the quantity and quality of support and resources are objectively sufficient and adequate, revisit this group’s expef 1 . f

expecting it to do something that it can't, no support can help them get there. To avoid a latent sense of disappointment I_I n k. Ad a I r- a p p
expectations. Deal with the disappointment calmly and openly. If their expectations are convincing, consider how you ca

least partially. After the initial disappointment, this score should begin normalizing, and adoption should be on the uptake

Copyri


http://www.adair.app/
http://www.c5in.co/RatePortal

Technology Adoption Timeline

Analysis 1 Acting on recommendations 2 Acting on recommendations 3 Acting on recommendations 4  Acting on recommendations )

Stability of Use probability
old routines \_/

Honeymoon Reorientation Habituation Performance

v

Evaluation over 2 years

Copyright © 2023, C5 Insight, Inc. All rights reserved.



Learning Portal

Quick help: | need to... Microsoft 365 News & Updates

+ Add

SharePoint

Microsoft 365 Overview & Application Definitions

Welcome to the Microsoft 365 Learning Portal!

Learning Topics by Product

Quick help: OneDrive, Teams, or
SharePoint? Why Microsoft 3652

Feedback? See something missing?
Let us know!

The purpose of this site is to provide YOU with helpful resources for learning all about Microsoft

365. You'll find qui nks for common tasks and actions, how to's for the various applications
\ e h . <aft 365 wi

blatovo d uoda he Microcg

&£ Provide your feedback!

A

Store my personal work files & share
with colleagues

]

Place Audio & Video Calls with
Colleagues

B

Share files with all of Tandem

03

Automate 3 business process, sond
activity alerts of execute an approval

Manage projects - track, organize, and
categorize tasks

A place for

&

-5
Store & collaborate on shared files with 3
specific group

a

Chat & occasionally share files with
colleagues

B

Create a survey, feedback form, or quiz
and analyze results

=]

Track support request tickets

&

Test o bearn Microsoft 365 features

Managing Files in Teams

Best Practices for Teams Channels

Teams Posts - Channel-based Chat

Microsoft Teams: Meeting Options

‘guick

learning’, pages,
documents, very short
videos.

Video Tour: Custom Learning Portal

Copyright © 2023, C5 Insight, Inc. Allrights reserved.


https://c5insight.sharepoint.com/:v:/s/ShareableContent/EW0ZH_ltuwtPhKka-yV_-pgBwiYPEuAyQF-U5WVodi8NGQ?e=9YI8Xm

2 B o
DOCUMENTS &

INSCERNAL
COLLABORATION

\




DOCUMENTS

Goal: Everyone inside and outside of CRM
can easily find any document.
* Quotes
* Orders
* Contracts and Agreements
 Templates



COLLABORATION

Goal: It is easy for CRM users to work with
non-CRM users, with both accessing all of
the information they need.

L%

Video: Embedded Teams Chat

Video: Customer Service Swarming

Copyright © 2023, C5 Insight, Inc. Allrights reserved.


https://c5insight.sharepoint.com/:v:/s/ShareableContent/Ee2vdmZDmrVBg-6AJ-VarG0BRtx-gkaVwtm4DRsvO950mg?e=hfx9Mk
https://c5insight.sharepoint.com/:v:/s/ShareableContent/EUUbBC2j-KNKmh3xxtDMgwcBK63Af6PpSdzw61x07SN7ng?e=Sqp4ED

Search or type a comm

Your teams . > General - Private

Luck Conversations  Files Wiki  All Open Opportunities SQAG v = g ., 0 &

@.

As of Yesterday

Hidden teams

General

" Join or create a team

SQAG

KNOW
YOUR




DEFINE THE
MICROSOFT 365
INFORMATION
ARCHITECTURE







#Jier 0 and 1 Support
«Real-Time Security Alests » Office Hours

Quarterly

* Reports and Stratégie Remediation
« New Release ReviewfAlignment

O0——0O0

Bi-Annually

Behavior Mining Surveys ’
Review/Revise Annual Plan
Licensing Assessment

®__

.

Daily Weekly
> » TJler 2 and 3 Escalations

» Data Quality Updates

= WMaintenance and Micro-Project
Monthly PrIOritization

‘ = Reports and Tactical Remediation

« “Traiming Events and Assets

= Ride-Alongs

Annually

Annual Planning
Health Check & Audit

Copyright © 2023, C5 Insight, Inc. Allrights reserved.
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7 HABITS

 These are Habits:
Think "Process” not "Project”

* Dive Deeper:
Download the Resources \

p-

4. Master Data Management

Te| /5. Change Management’ 2
- Digital Coach: sy e

Partner with C5 Insight -

IS
i

Copyright © 2023, C5 Insight, Inc. Allrights reserved.



- RN

-

Profit iS the pulse of the organization,
people arc the“I?eart. ___

‘ Wby LUCK

66




Q&A and RESOURCES

& =  loday’s Links
‘:‘} C5|nS|ght /ﬁﬁ) Reachou'?:oralloftoday’sImks

Business Card or emaill

Dynamics 365 | Power Platform | Microsoft 365

Consulting | Implementation PR!N;JL(E > Got LUCK?
@5 Grab a copy on Amazon.com!

Geoff Ables
geoff@c5insight.com
www.c5insight.com
704.281.8067

www.gotluck.link/book

Q s Engage C5 Insight

Consulting, Implementation, Development,
Support

Visit Our Booth

Copyright © 2023, C5 Insight, Inc. Allrights reserved.
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