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1  Introduction  

Communications in Microsoft CRM are used to deliver  personalised electronic 

materials to selecte d audience members. Once a communication is running , using 

ñclick streamò analysis, you can track, analyse and follow -up any responses to the 

delivered campaign. This analysis allows you to review the success of your 

communication as well as analyse the pa ges of the communication that interest 

individual recipients. Through this analysis you can start to build up a clearer 

picture of your customerôs interests, needs, etc, and assess the success or failure 

of the communication campaign.  

Communications allow you to use branded templates that are delivered to 

targeted audience members  via e -mail . From the  initial contact  e-mail , recipients 

can be directed to a ñlanding zoneò, where they will be able to view personalised 

web pages that are appropriate to them. T he materials distributed to audience 

members can be anything, including newsletters, event invitations, promotional 

literature, and online questionnaires. In addition, through communications , 

recipients can be offered the opportunity to update the informat ion held about 

them in your Microsoft CRM database.  

Communications has been designed to be easy to use, and perhaps most  

importantly, easy to re use. Communications are based on two requirements: 

templates (which define the content and appearance of the com munication) and 

marketing lists (which define the audience). Once created within Microsoft CRM, 

both templates and marketing lists can be repeatedly reused. Additionally, you 

are not limited to always matching the same marketing list with a template; 

inste ad a different marketing list can be selected for each execution of the 

template.  

1.1  Templates  

Templates define the appearance and content of the communication materials 

issued to audience members. Template files are created outside of Microsoft CRM 

using an y HTML editor, and subsequently imported ready for distribution. A 

template should contain all of the files required to run a communication, for 

example it should include the initial e -mail that is sent out, along with any web 

pages, images, and documents the user may navigate to.  Once created, all of the 

template materials are added to a template zip file, which is uploaded and 

associated with a Microsoft CRM  template .  
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The use of text substitutions in the template allows materials to be personalised 

with i nformation taken from the Microsoft CRM database for each individual 

recipient. Additionally text substitutions can be used to add text to the pages of 

the communication, for example news headlines or story content. Through such 

text substitutions the same  template files can be reused for the issue of many 

news stories. The ability to easily reuse template files is a significant strength of 

communications.  

In addition to using text substitutions, templates can also be re -branded by 

uploading additional fil es into Microsoft CRM and using these to replace content 

within the template. These additional files can be used to replace items such as 

images  and documents used during the running of the communication.  

1.2  Marketing Lists  

The audience of the communication i s defined through marketing lists. Marketing 

lists are used to group customers held in your Microsoft CRM database. Through 

the careful use of marketing lists, you can target specific subsets of your 

customers with communications. In order to maximi se the reuse of marketing 

lists, more than one marketing list can be associated with a communication 

simultaneously if necessary , allowing for smaller divisions of customers . Likewise 

a marketing list can be associated with many communications.  
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1.3  Running Communica tions  

In order to run a communication a number of steps must be performed. These 

are listed below, and each is covered in detail in this user guide:  

 Creating templates.  

 Creating campaigns.  

 Creating marketing lists.  

 Creating communications.  

 Testing communic ations.  

 Publishing and running communications.  

 Auditing communication results.  

 Reusing templates.  

 Global communication settings.  

Note.  Although presented as a step -by -step process for the purposes of this 

guide, the order in which events are performed can differ. For example, you could 

create your campaign and marketing lists prior to creating your template.
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2  Templates  

Templates underpin the communications run from your Microsoft CRM database. 

The template files determine the appearance and content of the co mmunication 

materials viewed by your  audience. Templates are created outside of Microsoft 

CRM and subsequently imported in preparation for distribution.  

2.1  Viewing Templates  

To access the details of existing templates in Microsoft CRM carry out the 

following:  

1.  On the Marketing  tab of the Navigation Pane  select Templates .  

2.  The Templates List View  will be opened alongside the Navigation Pane.  

3.  All existing templates that match the current View  criteria will be listed. If 

the template you are interested in is not im mediately visible change the 

View  criteria by selecting an alternative option from the drop -down menu 

at the top of the view.  

4.  To open a template in the Form either double -click the template of interest 

in the list view, or, right -click over the template of  interest and select 

Open  from the context menu.  The Template form will be opened 

immediately displaying the complete details relating to the selected 

template.  
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2.1.1  Templates Form  

Information  

With Information  selected in the Details  panel of the Template Fo rm the 

following details relating to the template are displayed:  

 General Tab :  

 Name . The name of the template.  

 Created By .  The Microsoft CRM user who created the template. You 

will be unable to edit this information.  

 Created On .  The date the template was cr eated on. You will be unable 

to edit this information.  

 Description .  A description of the template.  

 Status .  The status of the template. This field will automatically update 

as the status of the template changes. Initially, before any template 

files have bee n uploaded the status will be set to Pending . Once the 

template files have been uploaded the status will automatically update 

to Available . Whilst the status remains Available updated versions of 

the template files can be uploaded. However, once the templa te is 

published as part of a communication, the status will change to 

Published  and you will no longer be able to upload updated files.  

 Filename .  The name of the template zip file that has been uploaded 

and associated with the Microsoft CRM template. If a template file has 

not been uploaded this field will appear blank.  
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 Notes Tab . Used to e nter further information about the template. For 

example you could enter further details about the purpose of the template.  

 

Activities  

With Activit i es  selected in th e Details  panel of the Template Form you will be 

able to create, view, edit and delete the activities that are related to the 

template.  
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History  

With History  selected in the Details  panel of the Template Form you will be 

able to view the history of  the t emplate.  

 

Communications  

With Communications  selected in the Details  panel of the Template Form you 

will be able to create, view, edit and delete the communications that are related 

to the template.  

 


