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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

ficl i ck str ea yolcaaimaakl apnaysesand 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 customero6s interests, needs, etc, a

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 filanding zoned, where they wi/l
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:
e Creating templates.
e Creating campaigns.
e Creating marketing lists.
e Creating communications.
e Testing communic ations.
e Publishing and running communications.
e Auditing communication results.
¢ Reusing templates.
e 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. Onthe Marketing tab ofthe 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

£ Microsoft CRM 3.0 - Windows Internet Explorer [ =]74]
& htip://vwaw.greenddemo.com:1111/loader.aspx v
Ele New GoTo Tooks Hep User: Marian Routledge
I B Gy LA g TR T M| NewRecord » | [ Advanced ind | @)
Marketing Templates
&Y Leads |
@8 sccourits Look for: | Find | View: | Active Templates v/
83 contacts New | 4§ [3g] | X | More Actions +
@] Marketing Lists a
uf‘ Caripags | Name | created on | E
@ Products » 030307 03/04/2007
o
G i 13 150307MR 15/03/2007
# Quick Campaigns
Tickes » 1882 2007 07/03/2007
Merchandise » | 19thapric360 test3 19/04/2007
! Access Control
Hosplalty » 19th apri 360 1 19/04/2007
Affirity » 19th apri c360 test 2 19/04/2007
Content. »
Affations 240407-1 24/04/2007
Corporate Transacti... | | ¥ 2903071551 29/03/2007
Joecests » 290307MR 29/03/2007
| Templates.
D3 surveys » 300307-1 30/03/2007
) workolace » 3003072 30/03/2007
= 13 ! ASAMPLE 12/04/2007
i
1 sdles » A Adventure Word - MR 29/03/2007
g, Marketing » Adventure works Latest 02/02/2007
3 Adventure Works Launch 10/01/2007 be
% Sous 1 0f 50 selected. Page 1 =
1] sectmgs Al # A B CDEF GH I J KLMNGOTPI QR RSTUVWIXJY 2
Done i) & Internet ®100% -
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2.11

Information

With Information

Templates Form

selected inthe Details panel ofthe Template Fo rm the

following details relating to the template are displayed:

e General Tab
e Name . The name of the template.

e Created By

will be unable to edit this information.

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

to edit this information.

e Description . A description of the template.

. The Microsoft CRM user who created the template. You

unable

e 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
template files have been uploaded the status will automatically update
to Available
the template files can be uploaded. However, once the templa
published as part of a communication, the status will change to

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

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

and associated with the Microsoft CRM template. If a

not been uploaded this field will appear blank.

. Once the

. Whilst the status remains Available updated versions of

te is

template file has

£ Template: Adventure Word - MR - Windows Internet Explorer

com:1111 aspx?id={53359E59-32DE-DB11-AA3D-0013725210DF }&etc=10000

& http:
Ele Actions Help
e fjSaveand Chse i} | yiSendE-mal | | [ Folow Up

Template: Adventure Word - MR

= Details:
Information
[ activities
L@ History
Communications

| General | Notes

Name
Created By

Description

Status
Upload Template File

Jadventure word - MR

[§ Marian Routedge

Created On 20/03/2007

|

Fiename

& Internet

0|

®100% -
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e Notes Tab . Used to e nter further information about the template. For

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

£ Template: Adventure Word - MR - Windows Internet Explorer

el com:1111 aspx 2DE-DB11-AA3D-0013725210DF}&etc=10000 9
Fle Actions Help
el fjSaveand Chse i} 4 | yiSendE-mal | | [ Folow Up
Template: Adventure Word - MR
Eirem {General ot |
2 Notes
et [ conera|
[@ Activities i Q
L@ History
! Commurications Click here to enter a new note...
) 01/05/2007 7:46 PM by Marian Routiedge Edited 01/05/2007 7:46 PM by Routledge|
Template designed for the delivery of new news stories
|Done yrii] & Internet ®100% - |

Activities

With Activit ies selectedinth e Details panel ofthe Template Form you will be
able to create, view, edit and delete the activities that are related to the

template.

£ Template: Adventure Word - MR - Windows Internet Explorer

& .com:1111, aspx’ 2DE-DB11-AA3D-0013725210DF }&etc=10000 ~
Fle Actions Help
Il iySaveand Chse gy (| yisendExmal | § | [ rolon s
Template: Adventure Word - MR
= Details: -
| Information g Newactity | 5 [5]| & X
(= Activities I~ | subject = | Activity Type | Activity Status | Priority | Due Date | Created &
L@ History
! Communications
Activity records able i
0 0f 0 selected. Page 1
Done yrii] & Internet ®100% -
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History

With History selected inthe Details panel ofthe Template Form

able to view the history of  the t emplate.

£ Template: Adventure Word - MR - Windows Internet Explorer

you will be

CEX

& com:1111 aspx 2DE-DB11-AA3D-0013725210DF}&etc=10000
Ele Actions Help
Il ijSaveand Chse gy (| isendEmal | § | [ rolonln
Template: Adventure Word - MR
= Details: =
! Information [ Newactivty | 5 [x] | & X
[ Activities I~ | subject | Activity Type | Activity Status | Regarding | priority | Due Date =
L History
! Communications
0.0f 0 selected. Page 1

|Done jrii] & Internet ®100% - |

Communications

With Communications selected in the Details

will be able to create, view, edit and delete

to the template.

£ Template: Adventure Word - MR - Windows Internet Explorer

panel of the Template Form you

the communications that are related

com:1111 aspx 2DE-DB11-AA3D-0013725210DF }&etc=10000

€
Ele Actions Help

= Details:
' Information
[ Activities
L@ History
~ Communications

Il ijSaveand Chse gy (| isendEmal | § | [ rolonln

Template: Adventure Word - MR

New Communication | 4§ [i] | @ X | More Actins + |
| Name = | subject | Description | Created on | =
10f 1 selected. Page 1

|Done jrii] & Internet ®100% - |
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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. Entera Name (mandatory)and Description  (optional) for the template
and select Save fromthe Actions toolba r. When you save the template
details t he Created By and Created On fields will be automatically

popul ated with t he thescerrerd dateneapectivela n d

3. Once the template has been saved the template zip file can be uploaded.
To upload the templat e zip file, selectthe  Browse button inthe 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.
Select Upload inthe 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
Available 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:

e A campaign can have multiple marketing lists (ML).
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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. Onthe Marketing tab ofthe 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.
£ Microsoft CRM 3.0 - Windows Internet Explorer g@\@
(141 http://www.greenddemo.com:1111/loader.aspx b

Fle bew GoTo Tools Hep
) BG4 [ 5 T A | NewRecord »

User: Marian Routledge
(3, Advanced ind | @

Marketing

) Leads
2 Accounts
183 Contacts
] Marketing Lists
|s¥ campaigns
@ Products
[# sdles Literature
# Quick Campaigns
! Tickets
Merchandise
| Access Control
| Hospitalty
Affnity
| Content
I Affliations
| Corporate Transacti...
Interests
Termplates
e surveys

[ /] workplace
J;%sas
ra—

Campaigns

Look for: |

[ Find |

View: | My Campaigns

b New [ New Template | 4 (%] @~ | £ X | MoreActons ~

I~ | Name = | Template
» B 150307MR No

» [#  Adventureworks No

| Status Reason
Proposed
Proposed

| Created on
16/03/2007
06/03/2007

1 of 2 selected.

Page 1

©

7| Settings

Al # A B C D E F G H I ] K

LM N @ PP D R & T U 'V W X Y Z

Done

& Internet

®100% -
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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 inthe Details panel ofthe Campaign Form the

following details relating to the campaign can be modified:
e General Tab

e Name . The name of the campaign.

£ Campaign: AdventureWorks - Windows Internet Explorer CTEx
443 hetp: com:1111 aspx?id={D4B7DAEA-FOCB-DB11-AA3D-0013725210DF} v
Ele Actions Help
e saveand Chse iy 4 | ) & Reports -~
Campaign: AdventureWorks
 Details: General | Financials Notes
| Information - B i §
¥ Planning Tasks Name Status Reason | Proposed v
@ campaign Activities § = i =
& Campsgn Resporses [fil 2PN Code Campaign Type [ Advertisement v
‘Communications Expected Response 1007 Price List | [’ ’]
= Sales:
P TargetProducts Offer
[E sales Literature
S Marketing:
@] Target Marketing Li...
& Related Campaigns Schedule
Proposed Begin Date [FBv| ActualBegn Date [ \ =
Proposed End Date [#8v]  ActualEnd Date [ =
Description
Status: Existing
Done € Internet ®100% -
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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.

£ Campaign: AdventureWorks - Windows

Internet Explorer

& |http: om:1111 aspx?id={D4B7DAEA-FOCB-DB11-AA3D-0013725210DF} D
Fie Actions Help
el kgsaveand Chse iy 4 | ) & Reports ~
Campaign: AdventureWorks
jglak: @)add | (] | More Actions + l
Information Z -
S corrime r\ Name | Marketing List M... | Lastusedon | Purpose &
B campagn Actvites > MR2 Contact 08/03/2007
#} campaign Responses > F MRL Contact 07/03/2007
Communications
= Sales:
0P TargetProducts
[E slesLiterature
= Marketing:
¥ Target Marketing Li...
¥ Related Campaigns
&l | 83
10f 2 selected. Page 1
Status: Existing
Done (11 € Interet ®100% -
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. Entera Name for the campaign and select

Save fromthe 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 | ist can be used for any number of communications, and

is not confined to a single use only.

When you create a marketing |-shbtypyoofatbetpkbpfgea
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 livesin London , they will not be automatically added

to your London marketing 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. Onthe Marketing tab ofthe 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. Toopenamar Kketing listin 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.

£ Microsoft CRM 3.0 - Windows Internet Explorer 9 =]
iii http://www.green4demo.com:1111/loader.aspx b
Fle New GoTo Took Hep User: Marian Routledge
A B Gy A [ 53 T & | NewRecord » | [ Advanced Find | @
Marketing Marketing Lists
Biiizm Look for: | | Find | View: ' My Active Marketing Lists v
gﬁ:::;fgusm @New | 4 (%] | @ X | b Create Quick Campaign + | More Actions ~ j
| campaigns [~ | Name = | Marketing List M... | LastUsedon | Purpose | &
(@ Products P MR Account 24/04/2007
g Zil‘e:;g:::x;m » ¥ MRL Contact 07/03/2007
Tickets » ‘E MR2 Contact 08/03/2007
Merchandse » @ MR-Cov Contact 16/03/2007
! Access Control
Hospltaity » @ MR-Leics Contact 16/03/2007
! Affinity
Content.
Affiations
Corporate Transact..
Interests
Templates
3 surveys
Q Workplace
1.5} sales
@ Service 10F 5 selected. Page 1
fsﬁ“ﬁli Al # A B C D E F G H I J K L M N O P Q R S T U V W X Y Z
Done jF € Internet ®100% -
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 inthe Details panel ofthe Marketing List Form the

following details relating to the marketing list can be modified:

e General Tab

e Name . The name of the marketing list. Itis advisable that you enter a

name that reflects the group i.e. fiLeads L o n d ofar & marketing list

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

you will increase the reusability of the marketing list.

e Member Type . The member type of th e marketing listi.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: MR2 - Windows Internet Explorer

tp 11111 aspx?id={35E9CC3C-B6CD-DB11-AA3D-0013725210DF}
Fie Actions Help
el gy Saveand Cose i) 4 | ) | 7® Create Quick Campaign
j%'aﬁ;ormauon /mﬂm[
2 e )] e wemberrpe
= Marketing: Purpose | ]
@ campaigns
% oukcampags || Souree [ T T —
cost(8) [ ] ustusdon foroaoy ][]
Locked @ o C ves Owner [§ tomnrowiedge L)
Description
Done € Internet ®100% -
Marketing List Members
With Marketing List Members selected inthe Details panel of the Marketing

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

the marketing list.

Marketing List: MR2 - Windows Internet Explorer

com:1111

aspx?id={35E9CC3C-B6CD-DB11-AA3D-0013725210DF} v

i
led jsaveand Chse i} (4 | | 4P Creste Quick Campaign

Marketing List: MR2

| Find_| View: | A vembers v

| BusinessPhone | Address1: Gty | =

04585 219926

04824370985 Fordingbridge
04280595946 Thirsk
04356501260 Edinburgh
04510203618  Tamworth
Newtown
04070522615 Cambridge
04529232652 Shoreditch

Page 1

S Detais: Lookfor:
&) Information -
8 N flem...
! Commurnication Lists -
i & Manage Members | More Actions ~
S Marketing: S [ | By ensy l
B Campags [~ | FulName =
7 Quick campaigns "B Chaya Zarate
» 83 Donald Zander
» 83 Donnetta Zager
» [83 Dorene Zak
» & Emerzanders
» 834 Herman Zamudio
» 83 HoytZahn
» 83 Joaquina Zajac
10f 8 selected.
Al # A B CDEFGH I

J

K

LMNOPQRSTUVWXY Z

€ Internet ®100% -

Page 18 of 50



Communications User Guide

Campaigns

With Campaigns selected inthe Details panel ofthe Marketing List Form you
will be able to view, add and delete the campaig ns that are related to the

marketing list.

£ Marketing List: MR2 - Windows Internet Explorer

iii http com:1111 aspx?id={35E9CC3C-B6CD-DB11-AA3D-0013725210DF} v
Fie Actions Help

Il kjsaveand Chse iy 4 | 1 | %P Create Quick Campaign

Marketing List: MR2

= Details: A - ”

@) Information |+ Addto Campagn | 4 (] &) ~ | More Actions ~ ]
E8  Marketing List Mem.. v | Campaign Code | Name | StatusReason | Createdon 2
RSBl Y ) B' cMP-01085-SLF... AdventureWorks Proposed 06/03/2007

= Marketing:
;7‘13‘ Campaigns
Z# Quick Campaigns
€ 3
10f 1 selected. Page 1
Status: Active
Done € Internet #100% -

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 fromthe Actions
toolbar. A blank Marketing List form wil | be opened.
2. Entera Name and Member Type forthe 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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e 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.

e 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.

e 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.

e 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.

A Manage Members -- Webpage Dialog gg
£ http://www.green4demo.com:1111/MA/Lists/ListQualficatior ¥ \

Manage Members

Select how you want to find customers to add or remove as
members of this marketing list.

How do you want to find members?

" Use Lookup to add members

Find members to add to marketing list.

(" Use Advanced Find to add members
Find members to add based on search
criteria.

(" Use Advanced Find to remove members

Find members to remove based on search
criteria.

~ Use Advanced Find to evaluate
v
members

Cancel

http://www.green4demo.com: Q Internet

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

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

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 inthe Details pane of the Marke ting List

form.

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.

Page 20 of 50



Communications User Guide

9. To add to a campaign select Add to Campaign on the Actions

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

A Look Up Records -- Webpage Dialog
& |http://www.green4demo.com:1111/_controls/lookup/lookupsingle.aspx?class=BasicCam ¥ I

Look Up Records
Type the information you are looking for in the Look for box and click Find. Then, select the
record you want and click OK.

Look for: | |l Find

| Name ~

|

17th April Email ...

‘ 24th April Web ...

Eg
E.g
[  AcampaGN
E
£

1 of 50 selected. Page 1 =

Adventure Wor...
AdventureWorks T
Properties
[ 0K [L_cancel  |[ Removewvaiue

http://www.green4demo.com:1111/_controls/lookup/looku e Internet

the above actions.

Note. Marketing lists can also be added to a camp

required.

toolbar.

campaigns by repeating

aign via the Campaigns form if
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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:

e Template . The template determines the appearance and content of the

communi cation.

e 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. Inthe Details Pane | 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.

£ Template: 150307MR - Windows Internet Explorer [;\@[Z
i om:1111 aspx7id={04CA364C-38D3-DB11-A3D-0013725210DF }&etc=10000 v
Ele Actions Help
I gjSaveand Chse ) | sisendEmal | § | [
Template: 150307MR
= Details: i
Information New Communication | § [x] | § X | More Actions ~ ]
(5 ctivities [~ | Name » | subject | Description | Created on | =
Lo_History » A 150307-MR 16/03/2007
Communications
» 150307-MR1 17/03/2007
10f 2 selected. 4= Page1

Done i) € Internet ®100% -

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:
e General Tab
e Name. The name of the communication.

e Campaign. The name of the campaign the communication is

associated with. Click the icon to search for results.

Page 23 of 50



Communications User Guide

Description. A description oft  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

Lel

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

oW

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

inthe Exp iry Page field.

£ Communication: 150307-MR1 - Windows Internet Explorer

“E.le ,_amms o com:1111 aspx?id={37AED614-D4D4-DB11-AA3D-0013725210DF }&etc=10001 i
e yjSaveand Chse i) 4 | yiSendE-mal | § | | FolowUp | ManageCommunication
jfm:;ormaum | General | Emai | Mappings | Fies | Replacements | Lsts | Notes | -
L% :‘cst:f‘? Name [150307-MR1 Campaign [[&¥ 150307MR ) Q@
$ o fo
p1 Commywcaulon au. || Owner | § Marian Routiedge L, category [ General v
Commurication Lists Communication Publication Status
':::l:late
Template }7 150307 o)
Publish
Publish By Email v
Start Date i17/nz/2un7 ‘ﬁv]ilZ:DUAM :J End Date i15/04/2nn7 ‘3@.,J‘12;00AM :J
Expiry Page | use un v\ Expiry Url [http:/www.company.com/portal

Done : & Internet %100% -

Email Tab:

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

e ToName. 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.

e ToAddress. 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.

e 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.

e 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.

e 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.

e 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 alle  -mails s ent during the communication.
Therefore if you have 100 audience members, the Bcc recipient will
receive 100 e -mails.

e Package Page. Select the page from the template zip file that is to be
used as the initial @ -mail to be sent out to recipients. All approp riate
pages that are included in the template will be listed.

£ Communication: 150307-MR1 - Windows Internet Explorer D@]@
i 2l com:1111 aspx?id={37AED614-D4D4-DB11-AA3D-0013725210DF }&etc=10001 M
Ele Actions Help
el bjSaveand Chse |} 4 | SdSendE-mal | | | FolowUp | ManageCommunication
& Det"i;;ormam General ‘Emaﬂ | Mappings | Fies | Replacements | Lists " Notes | -
%7 Activities subject Q
L@ History
J) Statistics Adventure Works Newsletter )
J) Survey Resuits Email Use Data From Default Value
Commurication Au... To Name Full Name < ]
Communication Lists
To Address E-mail v |
From Name Use Default Value v | |John Smith ]
From Address Use Default Value ) liohn_smith@company.com ‘
Bec Neme | Fillteme- 3 ‘
Bcc Address VUseDeYaUIlVa\ue | |
Email Template
Package Page index.htm S
Done € Internet ®100% -

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:

e Package Item. The name of the reference included in the template.
e Description. A description of the reference included in the template.
e Use Data From. Select to match the template reference to a database

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

to be used.

is selected enter the default value

£ Communication: 150307-MR1 - Windows Internet Explorer

i com:1111

aspx?id={37AED614-D4D4-DB11-AA3D-0013725210DF }&etc=10001

=]

Fle Actions Help
e yjSaveand Chse i) 4 | yiSendE-mal | § | | FolowUp | ManageCommunication

Communication: 150307-MR1

Story 1 More Link acmns/remrect.aspx?ummp://[ Use Default Value v

ﬂbém;;ormam General | Emai | Mappings | Fies | Replacements | Lsts | Notes |
G cties Package Item Use Data From Default Value 2 e
(& History
) Statistics Story 1
W StrveyResiie Story 1 Tite [Use Defaut vaiue v [Special weekend offer!
Commurication AuL.. et
Communication Lists Story 1 Body Use Default Value v | [Colorado Mountain Bike Tours

[weekena_offer.ntm

Story 2
Story 2 Title | Use Defautt value v
Story 2 Body Use Default Value | v

Story 2 More Link

actions/redirect.aspx?url=http:// Use Default Value v

[

Story 3
Story 3 Title | Use Defautt value v
Story 3 Body [ Use Defautt value v

Story 3 More Link

actions/redirect.aspx?url=http://| Use Default Value v
[uncategorized]

fistname [ First Name v

| [

& Internet ®100% -

Files Tab:

Com munication Files

. Use to upload

The additional communication files can be attached to the initial e

that is sent out to recipients (select the

alternatively can be used to replace files include

the Replacements tab)

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

the Files tab of the Communication form.

. To upload a communication file click

additional communication files.

-malil
Attachment  checkbox), or,
din the template  (use
Browse

Upload on

e which files within

Replacements Tab. Use the replacements tab to defin

the template you wish to replace with additional communication files that
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