
7 Habits for a Successful 
Dynamics 365 CRM (Re)Launch

LISTEN
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CONNECT
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e-Book: CPR for CRM

https://c5insight.sharepoint.com/:b:/s/ShareableContent/EVkv4LDTjAVIqDQB6ugiHxUBiKEYnzEKJVb820kMuMlseg?e=ygoKHH
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Downloadable Resources
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81%
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:

•

• Presence of a

• A clear

Harvard Business Review
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Recorded Webinar: 

Digital Leadership

https://youtu.be/tkQ0iW7hLJ0
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A

creates a clear

that results in
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HOW DO WE BUILD A DIGITAL WORKPLACE ROADMAP?

The Roadmap to Better Roadmaps

Whether you’re building a first roadmap, re-launching after a failed project, or beginning a new phase, the principles for developing a

good roadmap are the same.

1. Collaborate

3. Document

2. Business Analysis

4. Validate

Give a broad cross-section of the team a 
voice in determining how the digital 

workplace should be used by the 
organization.

Transform the analysis into an initial 
plan including situation, phases, fit/gap 

and change management.

Distill the knowledge, insights and 
priorities from the team into an 
understanding of the situation and a 
vision for the future.

Verify the findings through additional 
collaboration and an agile approach for 
frequent course correction.

LISTEN

UNDERSTAND

CONNECT

KNOW
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Visionary Demo: Art of the Possible

Consider starting with a demo to help your 
team expand their boundaries, more fully 
understand what is available, and unleash 
their imagination.

• Simple: Use pre-recorded visionary demos and slides
• Best Practice: Have some custom (POC) elements



Dynamics 365 CE - Visionary Demo
Click Orange Boxes for Examples

Automation and AI

Integration: Outlook, Excel, Word, 
ERP, SharePoint, Teams

Reporting and Dashboards

Activity-Centric

Customer-Centric

Marketing

Service
Power 

Platform

Sales

Dataverse
Search

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

Sales Marketing

Service
Power

Platform

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


PLANNING

• Workshops: Engage Leaders and Users



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

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.

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

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

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

THE ROADMAP



PROJECT PLANS

Be the example of transformation you 
want to inspire in others.

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

Warsaw IT Days Presentation: 
4 Ways to Manage Projects with M365

https://c5insight.sharepoint.com/:v:/s/ShareableContent/ET6N2bHj9U5JkMqW7zCy-uwBQXVvQpNNY_3b-fBT2R27wg?e=D7e3hd
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Profit results are 
30% greater for 

firms using a sales 
process than for 

those that are not.
- The Sales Management Association

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
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PHASE I  
DRIFTING 

Not aware that 
they have a need, 

or not in the 
market.

PHASE II 
AWARE

Becoming aware 
of their need, or 

becoming 
dissatisfied with 

current 
solution/vendor.

PHASE III  
SEEKING 

Dissatisfied and 
deciding if they 
need another 

solution.  
Beginning to 

explore.

PHASE IV 
ENGAGED

Committed to 
making a decision. 

Gathering 
information and 

bids.

PHASE V  
LOYAL

Repeat 
purchasing from 
selected seller.

PHASE VI  
AT RISK

Less than 
satisfied, or 

otherwise open to 
other options.

Customer Journey
Are we focused on the correct process?

FORECASTS/ALLOCATIONSACTIVITIES PROPOSALS/PROJECTS ORDER ENTRY

LEADS and CAMPAIGNS OPPORTUNITIES ACCOUNTS and CASES

CUSTOMER CAREMARKETING / SALES SALES



Build LUCK Into Your Sales Process

DATA: What data do you 
need during this stage to: 

• qualify the customer?
• meet their needs?

Is there any data you can 
capture without asking the 
customer?

DEVELOPMENT: How will we 
forecast and improve?
Probability: _____%
Avg Duration: _____ weeks

Other KPIs to track for users 
and managers?

DELIVERABLES
• What activities and actions 

should take place?
• What deliverables and 

content will we bring to the 
customer?

DECISIONS
• What decisions can be 

made based upon info 
provided?  

• What (if anything) could 
happen that would make 
you disqualify the 
opportunity at this stage?

1 2

34



Activity Management 

is one of the most overlooked, 

poorest adopted, and

inconsistently used

parts of Dynamics 365 CRM.

e-Book: Why Adopt CRM Activity Management?

Video: Better Activity Management

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


Recent Microsoft Investments into 

Activity Management

• Viva Sales

• Mobile App for Sales

• Outlook App

• Enhanced Timeline

• Auto Capture

• Copilot

• Sales Accelerator

• Adaptive Sequences

• LinkedIn Integration

• Insight Cards

• Email Engagement

• Notes Analysis

• Relationship Analytics

• Talking Points

• Who Knows Whom

• Conversation Intelligence



80% of companies believe they deliver a superior 

experience. Only 8% of customers agree.
– Bain & Co

Marketers who use process report success 

466% more often than those who don’t.
- Coschedule

72% of first BPM projects generate a return 

within 2 years; faster with additional projects .
- AIIM

Employees with above average number of 

connections generate $83,000 more revenue.
- MIT Research
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Customer Journey Map: Understand the Full Experience
What process is the customer going through?



26

Customer Experience Management
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• Business Complexity
• Deep Customization: Simple 

experiences can be complex to 
deliver
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Article: Enhanced D365 + Teams Integration

https://www.c5insight.com/Resources/Blog/tabid/148/entryid/3978/enhanced-integration-microsoft-teams-dynamics-365.aspx
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2025
175zb

2016
4.4zb

2006
0.16zb

53% - 80% ROTII
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MASTER DATA MANAGEMENT
Full Control of Dynamics 365 Environment
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Goal: Each user has a single primary 
application to get their job done.

Customer-facing users use the customer-
facing app (CRM).

Back-office-facing users use the back-
office-facing app (ERP).
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Article: MDM Rush Hour

System of Record

Data Policies

MDM Monitoring and Automation App

https://www.c5insight.com/Resources/Blog/tabid/148/entryid/787/master-data-management-mdm-basics-dynamics-365-sharepoint-crm-content-management.aspx
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Learn and adapt to 
your unique pace of change.

- Franklin Covey

Goals Set Goals 
Attained

2-3 2-3

4-10 1-2

11+ 0

- European Journal of Social Psychology

66
The average days 

required for a new 

behavior to become 

a habit (18-254 days).
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Communication, Learning & Development Plan
Area In Scope Notes

# Training/Communication Plans 2 Separate LOBs with different launch dates

# Departmental Ride-Alongs 8 Identify opportunities to improve architecture, automation, and usefulness to end-users

Monthly Office Hours Sessions 4 Drop in and ask questions – open meeting and chat for instant responses to questions.

# Communication Documents/Mo 1-2 Full documents such as emails, SharePoint news, PDFs or files for printed distribution.

# Quick Tips / Mo 1-2 Brief how-to tips for posting, either based on user-sourced information, or regularly 
scheduled content for release

# Communication Sends / Mo 2-6 Emails, posts (such as to Teams, Viva Engage), articles, etc. Some videos and other items will 
result in multiple communication posts.

Champions Community Portal Yes – C5 Sets Up Identify champions to aid with training, user Q&A, tier 1 support, and feedback on 
improvements. Setup training/certification requirements, Setup collaboration portal.

Learning Hub Yes – C5 Sets Up 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

Learning, Adoption & Support Portal Yes – C5 Sets Up Includes links to Learning Hub, and a community support area for Champions and Users to 
ask questions, share stories, etc

# Escalated Tickets / Yr 50 Estimated total tickets: 140-315
Estimated escalations 14-90 – probably front-end weighted

# Live Training Sessions 4 Prepare, deliver, record, post and provide deck for 1.5-3.0 hour training sessions

Portal/LMS Uploads C5 Managed 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.

# Digital Adoption Platform Licenses 90

DAP Initial Configuration C5 Managed

# Training Assets / Mo 3-6 Videos, tip sheets, help pages (web), DAP page updates, etc – likely a bit more heavily 
weighted towards front-end of servicesCopyright © 2023, C5 Insight, Inc. All rights reserved.



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

Link: Adair.app

Link: Rate Your Intranet e-Book

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


Technology Adoption Timeline

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

Honeymoon Reorientation Habituation Performance

Stability of
old routines

Analysis 1 Acting on recommendations 2 Acting on recommendations 3 Acting on recommendations 4 5Acting on recommendations

Evaluation over 2 years

Stability of
new routines



A place for “quick 

learning”, pages, 

documents, very short 

videos.

Learning Portal

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

Video Tour: Custom Learning Portal

https://c5insight.sharepoint.com/:v:/s/ShareableContent/EW0ZH_ltuwtPhKka-yV_-pgBwiYPEuAyQF-U5WVodi8NGQ?e=9YI8Xm
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Goal: Everyone inside and outside of CRM 
can easily find any document.
• Quotes
• Orders
• Contracts and Agreements
• Templates
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Goal: It is easy for CRM users to work with 
non-CRM users, with both accessing all of 
the information they need.

Video: Customer Service Swarming

Video: Embedded Teams Chat

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


KNOW
YOURSQAG
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1. Initial and Annual Planning

2. Process Design

3. Integration

4. Master Data Management

5. Change Management

6. Collaboration and Document 
Management

7. Care and Feeding

• These are Habits: 
Think “Process” not “Project”

• Dive Deeper: 
Download the Resources

• Digital Coach: 
Partner with C5 Insight



Profit is the pulse of the organization, 

people are the heart.
— Powered by LUCK

“
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Q&A and RESOURCES

Dynamics 365 | Power Platform | Microsoft 365

Consulting | Implementation

Geoff Ables

geoff@c5insight.com

www.c5insight.com 

704.281.8067
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Today’s Links
Reach out for all of today’s links

Business Card or email

Engage C5 Insight
Consulting, Implementation, Development, 

Support
Visit Our Booth

Got LUCK?
Grab a copy on Amazon.com!

www.gotluck.link/book
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