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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.  
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2.2  Creating a Template  

To create a new template in Micro soft CRM carry out the following:  

1.  With the Templates List View visible, select New  from the Actions  

toolbar. A blank Template form will be opened.  

2.  Enter a Name  (mandatory) and Description  (optional) for the template 

and select Save  from the Actions  toolba r.  When you save the template 

details t he Created By and Created On fields will be automatically 

populated with the userôs name and the current date respectively.  

3.  Once the template has been saved the template zip file can be uploaded. 

To upload the templat e zip file, select the Browse  button in the Upload 

Template File  section of the form.  

4.  The Choose File  dialog will be displayed. Browse to the template zip file 

and select Open .  

5.  The path to the selected template file will be shown on the Template form. 

Sele ct Upload  in the Upload Template File  section of the form to upload 

the files into the Microsoft CRM database.  

6.  When the template  zip  file has been uploaded the status of the template 

will be updated from Pending  to Available . Whilst the status remains 

Ava ilable you will be able to continue updating the template zip file. The 

status will change to Published  once the template has been published as 

part of a communication.  
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3  Campaigns  

Campaign is a standard Microsoft CRM entity and consequently the discussions  in 

this  user guide will be limited only to the functionality that is relevant to 

communications.  

Campaigns are used to group all of the activities, such as communications, that 

relate to a particular company aim, policy or event. For example you may use a  

campaign to promote a training event that your organisation is holding. The 

campaign may include a number of communications advertising the event at 

different stages of its life cycle, i.e. initial flyer and invite, follow -up information, 

and feedback aft er the event.  

When creating a communication you will be unable to define an audience until a 

campaign has been associated with the communication. Only marketing lists 

associated with the campaign can be used to draw audience members from.  

3.1  Campaign Hierarch y  

 

 

In summary the campaign hierarchy is as follows:  

 A campaign can have multiple marketing lists (ML).  

Campaign 

ML 3 

ML 2 

ML 1 

Comm 5 

Comm 4 

Comm 3 

Comm 2 

Comm 1 
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 A campaign can have multiple communications (Comm).  

 A marketing list can be associated with multiple communications.  

 A commu nication can be associated with multiple marketing lists . 

3.2  Viewing Campaigns  

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

following:  

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

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

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

If the campaign you are interested in is not immediately visible change the 

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

at the top of the view.  

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

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

select Open  from the context menu. The Campaign form will be opened 

immediately d isplaying the complete details relating to the selected 

campaign.  
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3.2.1  Campaign Form  

Note.  Only the details of the Campaign form that relate directly to the running of 

communications will be discussed in this section. For more information about the 

Campaign form consult the Microsoft online help.  

Information  

With Information  selected in the Details  panel of the Campaign  Form  the 

following details relating to the campaign can be modified:  

 General Tab :  

 Name . The name of the campaign.  
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Target Marketing Lists  

With Target Marketing Lists  selected in the Details  panel of the Campaign  

Form you will be able to view, add and delete the marketing lists that are related 

to the campaign.  

 

3.3  Creating a Campaign  

To create a new campaign in Microsoft CRM carry out the follo wing:  

1.  With the Campaigns List View visible, select New  from the Actions  

toolbar. A blank Campaign form will be opened.  

2.  Enter a Name  for the campaign and select Save  from the Actions  

toolbar. Complete the other information for the campaign if applicable.  
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4  Marketing Lists  

Marketing List is a standard CRM entity and consequently the discussions in this  

user guide will be limited only to the functionality that is relevant to 

communications.  

Marketing lists are used to organise customers into groups. For examp le you 

could group customers  according to geographical location, or according to their 

interests, etc. Customers can be Contacts  (individuals associated with your 

organisation) , Leads  (potential customers)  or Accounts  (organisations you 

perform business wi th) . A customer can be included in more than one marketing 

list if required.  

For the purposes of communications, marketing lists are used to identify audience 

members. More than one marketing list can be added to a communication. 

Additionally a marketing l ist can be used for any number of communications, and 

is not confined to a single use only.  

When you create a marketing list you are taking a ñsnap-shotò of the people 

meeting your criteria for inclusion in the list at the current time. As you add new 

cust omers to your Microsoft CRM database, they are not automatically included in 

existing marketing lists even if they meet the necessary criteria. For example if 

you add a new contact that  lives in London , they will not be automatically added 

to your London  m arketing list. It is therefore recommended that each time you 

select to use a marketing list for a communication you use the Manage Members 

functionality to update the members included in the list prior to running the 

communication.  

4.1  Viewing Marketing List s 

To access the details of existing marketing lists in Microsoft CRM carry out the 

following:  

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

2.  The Marketing Lists  List View  will be opened alongside the Navigation 

Pane.  

3.  All existing marke ting lists that match the current View  criteria will be 

listed. If the marketing list you are interested in is not immediately visible 

change the View  criteria by selecting an alternative option from the drop -

down menu at the top of the view.  
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4.  To open a mar keting list in the Form either double -click the marketing list 

of interest in the list view, or, right -click over the marketing list of interest 

and select Open  from the context menu. The Marketing List form will be 

opened immediately displaying the comple te details relating to the 

selected marketing list.  

 

4.1.1  Marketing List Form  

Note.  Only the details of the Marketing List form that relate directly to the 

running of communications will be discussed in this section. For more information 

about the Marketing Li st form consult the Microsoft online help.  

Information  

With Information  selected in the Details  panel of the Marketing List  Form  the 

following details relating to the marketing list  can be modified:  

 General Tab :  

 Name . The name of the marketing list.  It is advisable that you enter a 

name that reflects the group i.e. ñLeads Londonò for a marketing list 

containing leads in London . By using descriptive names such as this 

you will increase the reusability of the marketing list.  

 Member Type . The member type of th e marketing list i.e. is the list 

made up of contacts, accounts or leads. The member type selected will 

determine the type of customers that you can add to the marketing 

list.  
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Marketing List Members  

With Marketing List Members  selected in the Details  pan el of the Marketing 

List  Form you will be able to view, add and delete the members associated with 

the marketing list.  
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Campaigns  

With Campaigns  selected in the Details  panel of the Marketing List  Form you 

will be able to view, add and delete the campaig ns that are related to the 

marketing list.  

 

4.2  Creating a Marketing List  

To create a new marketing list in Microsoft CRM carry out the following:  

1.  With the Marketing Lists List View visible, select New  from the Actions  

toolbar. A blank Marketing List form wil l be opened.  

2.  Enter a Name  and Member  Type  for the marketing list and select Save  

from the Actions  toolbar. Note, the Member Type selected will determine 

the type of customers that can be added to the list, and once the 

marketing list has been saved the Me mber Type cannot be changed. 

Therefore it is important to ensure you select the correct Member Type 

when you initially create the Marketing List.  

3.  Once the marketing list has been saved you can start adding members to 

the list. To add members select Marketi ng Lists Members  in the Details 

pane of the Marketing List form.  

4.  The Marketing List Members  view will be displayed showing any customers 

that are already a member of the marketing list. For a new marketing list 

the view will be blank.  

5.  To add members select  Manage Members  on the Actions  toolbar. The 

Manage Members dialog will be opened displaying the following options:  
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 Use Lookup to Add Members .  Use this option to search for 

marketing list members using a simple lookup. Using the lookup you 

will only be able  to search for customers using the name field. This 

method is useful if you wish to add a single customer to an existing 

marketing list.  

 Use Advanced Find to Add Members .  Use this option to use the 

advanced find to add members to a marketing list. Using th e advanced 

find you can build complex, multi - condition, search criteria to identify 

potential audience members.  

 Use Advanced Find to Remove Members .  Use this option to use the 

advanced find to select audience members that you wish to remove 

from the marke ting list.  

 Use Advanced Find to Evaluate Members .  Use this option to use 

the advanced find to evaluate the audience members currently 

associated with the marketing list.  

 

6.  Select either the first or second option, depending on how you prefer to 

search for  customers, to add members to the marketing list.  

7.  Once the marketing list  has been created it can be added to a campaign in 

preparation for use during a communication. To add a marketing list to a 

campaign select Campaigns  in the Details pane of the Marke ting List 

form.  

8.  The Campaigns view will be displayed showing any campaigns that the 

marketing list has previously been added to. For a new marketing list the 

view will be blank.  
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9.  To add to a campaign select Add to Campaign  on the Actions  toolbar. 

The lookup  records dialog will be opened allowing you to search for the 

campaign that you wish to add the marketing list to.  

 

10.  The marketing list can be added to one or more campaigns  by repeating 

the above actions.  

Note.  Marketing lists can also be added to a camp aign via the Campaigns form if 

required.
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5  Communications  

Communications in Microsoft CRM is a powerful tool that allows you to deliver 

electronic materials to a targeted audience. The materials that can be delivered 

are unlimited and can include newsletters , event invites, promotional materials, 

etc. During a communication audience members are initially contacted via e -mail. 

From this e -mail users can be directed to the communication landing zone where 

they can view more materials relating to the communicati on topic.  

During the running of a communication the actions of the audience members are 

automatically audited as they browse and use the communication, allowing the 

success of the communication to be easily measured. In addition, using the audit 

informatio n collected it is possible to build a picture of the interests of the 

individual audience members.  

Communications also offer audience members the opportunity to interact with the 

Microsoft CRM database. Through communications , recipients  can check, and if 

necessary update, the information held about them, therefore ensuring the 

accuracy of the data you hold. Online forms can also be used through the 

communication to collect information from audience members, for example 

requests for further details or event  bookings.  

5.1  Requirements  

Prior to running a successful communication it is necessary to have created the 

following items, which underpin the successful running of the communication:  

 Template . The template determines the appearance and content of the 

communi cation.  

 Campaign .  The campaign determines, via associated marketing lists, the 

audience members for the communication.  

Both the template and the campaign can be reused for multiple communications, 

therefore it is not necessary to create new items for each communication, 

however prior to running the communication both must be in place.  
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5.2  Viewing Communications  

As communications must be associated with a campaign and template, they 

cannot be opened directly from the Navigation Pane. Therefore t o access the 

deta ils of existing communications  in Microsoft CRM carry out the following:  

1.  Open either a template or campaign in the form.  

2.  In the Details Pane l  of the form select Communications . The 

Communications List View will be opened alongside the Details Panel.  

3.  All of  the communications that have been added to the selected campaign 

or template will be listed.  

4.  To open a communication in the Form either double -click the 

communication of interest in the list view, or, right -click over the 

communication of interest and sel ect Open  form the context menu.  The 

Communication form will be opened immediately displaying the complete 

details relating to the selected communication.  

 

5.2.1  Communication Form  

With Information  selected in the Details  panel of the Communication  Form  

the foll owing details relating to the communication can be modified:  

 General Tab :  

 Name.  The name of the communication.   

 Campaign.  The name of the campaign the communication is 

associated with. Click the  icon to search for results.  
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 Description.  A description of t he communication.  

 Owner.  The owner of the communication. This field is automatically 

populated with the details of the user who created the campaign.  

 Communication Type.  The type of communication. Define the type of 

customer the communication is aimed at. Select from Lead, Account or 

Contact. The communication type selected will determine which 

marketing lists are available for selection, as the type of marketing list 

used will have to match the communication type. Once the 

communication form has been saved  you will no longer be able to edit 

this field.  

 Publication Status.  The publication status of the communication. 

Initially the status is set to Unpublished, but will be updated to 

Published once the communication has been published. Once the status 

is set to Published you will no longer be able to modify the 

communication  properties . 

 Template.  The template that underpins the communication. Before 

you can define the properties for the communication it is necessary to 

associate a template. The template determ ines the appearance and 

content of the communication. Click the  icon to search for the 

appropriate template.  

 Start Date.  The  date and time when the communication will  start 

running. The date and time when the communication was created will 

be automatical ly selected. Click the  icon to select an alternative 

date.  

 End Date . The date and time when the communication will stop 

running. The date and time will be automatically set using values 

defined via the global communication settings. Click the  icon to 

select an alternative date.  

 Expiry Page.  The page that will be displayed when audience members 

attempt to view communication materials after the end date has 

passed. Select to use either an URL, in which case it is necessary to 

define an expiry URL, or use a page that is included in the template.  

 Expiry URL.  The URL of the page audience members will be directed 

to if they attempt to view the communication materials after the end 
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date  has passed . This field is only necessary if you selected Use URL  

in the Exp iry Page  field.  

 

 Email Tab:  

 Subject.  The subject field to be displayed on the communication e -

mail  

 To Name.  The name to be displayed in the To field of the 

communication e -mail. Select either a field from the database, or, 

select Use Default Field . If Use  Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  

 To Address.  The address to be displayed in the To field of the 

communication e -mail. Select either a field from the database, or, 

select Use Default Field . If Use Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  

 From Name.  The name to be displayed in the From field of the 

communication e -mail. Select either a field from the database, or, 

select Use Default  Field . If Use Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  

 From Address.  The address to be displayed in the From field of the 

communication e -mail. Select either a field from the database, or, 

select  Use Default Field . If Use Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  

 Bcc Name. The name to be displayed in the BCC field of the 

communication e -mail. Select either a field from the database, or, 
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select Use Default Field . If Use Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  

 Bcc Address. The address to be displayed in the BCC field of the 

communication e -mail. Select either a field from the databa se, or, 

select Use Default Field . If Use Default Value is selected, you should 

enter the default value to be used in the Default Value  field.  Caution 

should be taken when using a Bcc recipient, as the recipient selected 

will receive a copy of all e -mails s ent during the communication. 

Therefore if you have 100 audience members, the Bcc recipient will 

receive 100 e -mails.  

 Package Page. Select the page from the template zip file that is to be 

used as the initial e -mail to be sent out to recipients. All approp riate 

pages that are included in the template will be listed.  

 

 Mappings Tab.  Use the Mappings tab to map the field s referenced in the 

template to fields in the database. For each field referenced in the 

template the following will be shown:  

 Package Item.  The name of the reference included in the template.  

 Description.  A description of the reference included in the template.  

 Use Data From.  Select to match the template reference to a database 

field or a default value (select Use Default Value ). If a default  value 

is used all recipients will see the same text substitution, whereas if you 

use a database field the template will  be personalised to the individual.  



Communications User Guide  

Page 27  of 50  

 Default Value.  If Use Default Value is selected enter the default value 

to be used.  

 

 Files Tab:  

 Com munication Files . Use to upload additional communication files. 

The additional communication files can be attached to the initial e -mail 

that is sent out to recipients (select the Attachment  checkbox), or, 

alternatively can be used to replace files include d in the template  (use 

the Replacements tab) . To upload a communication file click Browse  

and use the Choose File dialog to select the file. Next click Upload  on 

the Files tab of the Communication form.  

 

 Replacements Tab.  Use the replacements tab to defin e which files within 

the template you wish to replace with additional communication files that 


