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Foreword
In these uncertain economic times, a company’s ability to adequately manage its rela-
tionships with customers, partners, and vendors can determine whether it just survives 
or has the relationship capital to drive the business, and protect and grow revenue. No  
software application is better suited to helping companies address these challenges 
than Microsoft Dynamics CRM. In the 4.0 version, Microsoft Dynamics CRM delivers 
comprehensive Sales, Marketing, and Service functionality with its trademark user-
friendly interface, powerful ability to meet the changing business processes and needs, 
as well as the ability to leverage all the other investments a company has already made 
in systems and infrastructure.

Companies large and small will find that Microsoft Dynamics CRM is a system that  
grows with them. The true measure of CRM success is the degree to which it is adopted  
by employees and how the system empowers users to drive business growth and  
success. Unlocking the power of CRM, however, is not always an easy task. With this 
book, Sonoma Partners delivers an extremely rich and easy-to-follow text for learning 
the Microsoft Dynamics CRM application.

For users of Microsoft Dynamics CRM, the well-organized content allows you to zero in 
on topics and learn quickly regardless of your level of experience with CRM. Whether 
you’re a user, consultant, or implementer, this book equips you to extract the maximum 
value from your Microsoft Dynamics CRM system.

Sincerely,

Mark Corley

Senior Director

Microsoft Dynamics CRM
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Introduction
Welcome to Microsoft Dynamics 4.0 CRM Step by Step! Chances are your organization 
has implemented—or is considering implementing—a Microsoft Dynamics CRM system, 
and you’re ready to learn more about what the software can do.

Whether you’re a sales associate following up with your top accounts, a marketing 
professional reaching out to prospects and customers, a customer service represen-
tative resolving customer requests and issues, or an executive manager seeking to 
analyze and understand all of your organization’s customer interactions, Microsoft 
Dynamics CRM can help you do business better.

The intent of this book is to show you how to use key features in the software to  
understand your customers better, increase sales and productivity, and improve  
customer satisfaction. It’s important to note that Microsoft Dynamics CRM allows  
administrators to easily customize the forms, fields, and other options in the soft- 
ware, so some of the names used in this book might not match your environment. 

A Word About Sandbox Environments
If possible, ask your system administrator about setting up a second Microsoft Dynamics 
CRM environment—often referred to as a sandbox environment—that you can use to 
step through the exercises in this book. A sandbox environment allows you to modify 
records without affecting the data in your live system. Your organization might already 
have a staging or test environment that you can use.

About the Examples in This Book
The descriptions and procedures in this book are based on the default forms and views  
in Microsoft Dynamics CRM. As you’ll learn in the chapters that follow, the software also 
offers several access options: CRM data can be accessed from a Windows Internet 
Explorer Web browser or from Microsoft Office Outlook by using the Microsoft 
Dynamics CRM Outlook feature. Most of the screenshots and examples in this book 
show the Web browser option.
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Just like some of the forms, fields, and data described in this book, the security roles 
referenced throughout this book also might have been modified in or even removed 
from your system. If you do not have the access needed to view or assign security 
roles, talk to your system administrator about setting up a few roles for testing. For  
the purposes of this book, we assume the default roles included with Microsoft 
Dynamics CRM have not been modified.

Looking Forward
Microsoft Dynamics CRM is a fluid system that can adapt as your business grows and 
changes. By using the step-by-step processes laid out in these pages, you can explore 
whatever options you need to match the software with your requirements. We hope 
you find this book useful and informative as your organization moves into the future!
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Information for Readers Running 
Windows XP

The graphics and the operating system–related instructions in this book reflect the 
Windows Vista user interface. However, Windows Vista is not required; you can also 
use a computer running Windows XP.

Most of the differences you will encounter when working through the exercises in 
this book on a computer running Windows XP center around appearance rather than 
functionality. For example, the Windows Vista Start button is round rather than rectan-
gular and is not labeled with the word Start; window frames and window-management 
buttons look different; and if your system supports Windows Aero, the window frames 
might be transparent.

In this section, we provide steps for navigating to or through menus and dialog boxes in 
Windows XP that differ from those provided in the exercises in this book. For the most 
part, these differences are small enough that you will have no difficulty in completing 
the exercises.

Managing the Practice Files
The instructions given in the “Using the Companion CD” section are specific to 
Windows Vista. The only differences when installing, using, uninstalling, and removing  
the practice files supplied on the companion CD are the default installation location  
and the uninstall process.

On a computer running Windows Vista, the default installation location of the practice 
files is Documents\Microsoft Press\CRM4_SBS. On a computer running Windows XP, the 
default installation location is My Documents\Microsoft Press\CRM4_SBS. If your computer 
is running Windows XP, whenever an exercise tells you to navigate to your Documents 
folder, you should instead go to your My Documents folder.
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To uninstall the practice files from a computer running Windows XP:

 1. On the Windows taskbar, click the Start button, and then click Control	Panel.

 2. In Control	Panel, click (or in Classic view, double-click) Add	or	Remove	
Programs.

 3. In the Add	or	Remove	Programs window, click Microsoft	Dynamics	CRM	Step	
by	Step, and then click Remove.

 4. In the Add	or	Remove	Programs message box asking you to confirm the deletion, 
click Yes.

Important If you need help installing or uninstalling the practice files, please see the 
“Getting Help” section later in this book. Microsoft Product Support Services does not 
provide support for this book or its companion CD.

Navigating Dialog Boxes
On a computer running Windows XP, some of the dialog boxes you will work with in 
the exercises not only look different from the graphics shown in this book but also 
work differently. These dialog boxes are primarily those that act as an interface between 
Microsoft Dynamics CRM and the operating system, including any dialog box in which 
you navigate to a specific location. For example, here are the Open dialog boxes from 
Microsoft Dynamics CRM running on Windows Vista and Windows XP and examples  
of ways to navigate in them.
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To navigate to the WorkingAccounts folder in Windows XP:

➜ On the Places bar, click My	Documents. Then in the folder content pane,  
double-click Microsoft Press, CRM4_SBS, and WorkingAccounts.

To move back to the CRM4_SBS folder in Windows XP:

➜ On the toolbar, click the Up	One	Level button.
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Features and Conventions of  
This Book

This book has been designed to lead you step by step through all the tasks you are most 
likely to want to perform in Microsoft Dynamics CRM 4.0. If you start at the beginning and 
work your way through all the exercises, you will gain enough proficiency to be able to 
create and work with all of the common modules and functionality of Microsoft Dynamics 
CRM 4.0. However, each topic is self contained. If you have worked with a previous version 
of Microsoft Dynamics CRM, or if you completed all the exercises and later need help  
remembering how to perform a procedure, the following features of this book will 
help you locate specific information:

l	 Detailed	table	of	contents.	 Scan a listing of the book’s topics and sidebars within 
each chapter.

l	 Chapter	thumb	tabs.	 Easily locate the beginning of the chapter you want.

l	 Topic-specific	running	heads.	 Within a chapter, quickly locate the topic you want 
by looking at the running head of odd-numbered pages.

l	 Detailed	index.	 Look up specific tasks and features and general concepts in the 
index, which has been carefully crafted with the reader in mind.

l	 Companion	CD.	 Install the practice files you use while working through the step-
by-step exercises, and browse a fully searchable electronic version of this book and 
other useful resources.

In addition, we provide a glossary of terms for those times when you need to look up 
the meaning of a word or the definition of a concept.

You can save time when you use this book by understanding how the Step by Step series 
shows special instructions, keys to press, buttons to click, and other functionality.

Convention Meaning

This icon at the beginning of a chapter introduction indicates infor-
mation about the practice files provided on the companion CD for 
use in the chapter.

USE This paragraph preceding a step-by-step exercise indicates the practice 
files that you will use when working through the exercise. 

(continued)
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Convention Meaning

BE SURE TO This paragraph preceding or following an exercise indicates any require- 
ments you should attend to before beginning the exercise or actions 
you should take to restore your system after completing the exercise.

OPEN This paragraph preceding a step-by-step exercise indicates files that 
you should open before beginning the exercise.

CLOSE This paragraph following a step-by-step exercise provides instructions 
for closing open files or programs before moving on to another topic.

1

2

Large numbered steps guide you through hands-on exercises.

1

2

Small numbered steps guide you through procedures in sidebars and 
expository text.

➜ An arrow indicates a procedure that has only one step.

See Also These paragraphs direct you to more information about a given topic 
in this book or elsewhere.

Troubleshooting These paragraphs explain how to fix a common problem that might 
prevent you from continuing with an exercise.

Tip These paragraphs provide a helpful hint or shortcut that makes working 
through a task easier, or information about other available options.

Important These paragraphs point out information that you need to know to 
complete a procedure.

Save

The first time you are told to click a button in a chapter, a picture of 
the button appears in the left margin. If the name of the button does 
not appear on the button itself, the name appears under the picture.

F In step-by-step exercises, keys you must press appear as they would 
on a keyboard.

H+D A plus sign (+) between two key names means that you must hold 
down the first key while you press the second key. For example, “Press 
H+D” means “hold down the H key while you press the D key.”

Program	interface	
elements	and		
user	input

In steps, the names of program elements, such as buttons, commands, 
and dialog boxes, and anything you are asked to type are shown in 
bold characters.

Glossary terms Terms that are explained in the glossary at the end of the book are 
shown in bold italic characters.

Paths, URLS, and  
emphasized words

Folder paths, URLs, and emphasized words are shown in italic  
characters.
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Using the Companion CD
The companion CD included with this book contains the practice files you’ll use as you 
work through the book’s exercises, as well as other electronic resources that will help you 
learn how to use Microsoft Dynamics CRM.

Digital Content for Digital Book Readers: If you bought a digital-only edition of this book, you can 
enjoy select content from the print edition's companion CD. 

Visit http://www.microsoftpressstore.com/title/9780735625761 to get your downloadable content. This content is  
always up-to-date and available to all readers.

CD Contents
The companion CD contains practice files necessary to complete the step-by-step  
exercises. The following table lists the practice files supplied on the companion CD.

Chapter Folders\Files

Chapter 3:  
Working with Accounts  
and Contacts

WorkingAccounts\Orders1.xls

Chapter 18: 
Importing Data

ImportingData\ContactImport1.csv

In addition to the practice files, the CD contains the following resources in electronic 
format:

l Microsoft Dynamics CRM 4.0 Step by Step in eBook format

l Microsoft Computer Dictionary, Fifth Edition

l Windows Vista Product Guide

l Sample chapter from Microsoft Office Live Small Business: Take Your Business Online 
(Katherine Murray, 2008)

http://www.microsoftpressstore.com/title/9780735625761
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l Sample chapter from Beyond Bullet Points: Using Microsoft Office PowerPoint 2007 
to Create Presentations That Inform, Motivate, and Inspire (Cliff Atkinson, 2008)

l Sample chapter from Microsoft Windows SharePoint Services 3.0 Step by Step (Olga 
Londer, Penelope Coventry, Bill English, and Todd Bleeker, 2008)

l Sample chapter from Working with Microsoft Dynamics CRM 4.0, Second Edition 
(Mike Snyder and Jim Steger, 2008)

Important The companion CD for this book does not contain the Microsoft Dynamics 
CRM software. You must have access to a working Microsoft Dynamics CRM application 
before using this book.

Minimum System Requirements
To perform the exercises in this book, your computer should meet the following 
requirements:

l 700 megahertz (MHz) processor; 2 gigahertz (GHz) recommended

l 512 megabytes (MB) RAM; 1 gigabyte (GB) or more recommended

l CD or DVD drive

l For the eBooks and downloads, we recommend 3 GB of available hard disk space 
with 2 GB on the hard disk where the operating system is installed

Tip Hard disk requirements will vary depending on configuration; custom installation 
choices might require more or less hard disk space.

l Monitor with 800 × 600 screen resolution; 1024 × 768 or higher recommended

l Keyboard and mouse or compatible pointing device

l Internet connection, 128 kilobits per second (Kbps) or greater, for accessing online 
Help topics, and any other Internet-dependent processes

l Windows Vista with Service Pack 1 (SP1), Windows XP with Service Pack 2 (SP2), 
or Windows Server 2003 with Service Pack 1 (SP1) or later

l Windows Internet Explorer 7 or Microsoft Internet Explorer 6 with service packs
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Step-by-Step	Exercises
In addition to the hardware, software, and connections required to run the 2007 
Microsoft Office system, you will need the following to successfully complete the  
exercises in this book:

l Microsoft Office Word 2003 or 2007, Microsoft Office Excel 2003 or 2007, and 
Microsoft Office Outlook 2003 or 2007

l Microsoft Dynamics CRM for Outlook client installed for use with exercises in 
Chapter 5 and Chapter 8

l Sample product configured within Microsoft Dynamics CRM for use with an  
exercise in Chapter 9

l Sample relationship roles configured within Microsoft Dynamics CRM for use 
with an exercise in Chapter 3

l 1 MB of available hard disk space for the practice files

Installing the Practice Files
You need to install the practice files in the correct location on your hard disk before you 
can use them in the exercises. Follow these steps:

 1. Remove the companion CD from the envelope at the back of the book, and insert 
it into the CD drive of your computer. If the AutoPlay window opens, click Run	
startcd.exe.

The Microsoft Software License Terms appear. To use the practice files, you must 
accept the terms of the license agreement.

 2. Click I	accept	the	agreement, and then click Next.

After you accept the license agreement, the CD interface appears.

Important If the menu screen does not appear, click the Start button and then click 
Computer. Display the Folders list in the Navigation pane, click the icon for your CD 
drive, and then in the right pane, double-click the StartCD executable file.
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 3. Click Install	Practice	Files. If the File	Download and/or Internet	Explorer	Security 
dialog boxes open, click Run. 

  4. On the Welcome page of the InstallShield	Wizard, click Next. On the License	
Agreement page, click I	accept	the	terms	in	the	license	agreement, and then 
click Next. 

  �. If you want to install the practice fi les to a location other than the default folder 
(Documents\Microsoft Press\CRM4_SBS), click the Change button, select the new 
drive and path, and then click OK. 

 Important If you install the practice fi les to a location other than the default, you 
will need to substitute that path within the exercises. 

  �. On the Custom	Setup page, click Next, and then on the Ready	to	Install	the	
Program screen, click Install. 

  �. After the practice fi les have been installed, click Finish. 

  8. Close the Step	by	Step	Companion	CD window. 

  9. Remove the companion CD from the CD drive, and return it to the envelope at the 
back of the book. 

Using the Practice Files
 When you install the practice fi les from the companion CD that accompanies this book, 
the fi les are stored on your hard disk in chapter-specifi c subfolders under Documents\
Microsoft Press\CRM4_SBS. Each exercise is preceded by a paragraph that lists the fi les 
needed for that exercise and explains any preparations needed before you start working 
through the exercise. Here is an example: 

USE the Sonoma Partners account record you created earlier in this chapter, and the 
Orders1.xls practice fi le. This practice fi le is located in the Documents\Microsoft Press\
CRM4_SBS\WorkingAccounts folder. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site, if necessary, before beginning this exercise.

USE the Sonoma Partners account record you created earlier in this chapter, and the 
Orders1.xls practice fi le. This practice fi le is located in the Documents\Microsoft Press\
CRM4_SBS\WorkingAccounts folder. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site, if necessary, before beginning this exercise.
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You can browse to the practice files in Windows Explorer by following these steps:

 1. On the Windows taskbar, click the Start button, and then click Documents.

 2. In your Documents folder, double-click Microsoft Press, double-click CRM4_SBS, 
and then double-click a specific chapter folder.

Removing and Uninstalling the Practice Files
You can free up hard disk space by uninstalling the practice files that were installed 
from the companion CD. The uninstall process deletes any files that you created in the 
Documents\Microsoft Press\CRM4_SBS chapter-specific folders while working through 
the exercises. Follow these steps:

 1. On the Windows taskbar, click the Start button, and then click Control	Panel.

 2. In Control	Panel, under Programs, click the Uninstall	a	program task.

 3. In the Programs	and	Features window, click Microsoft	Dynamics	CRM	Step	by	
Step, and then on the toolbar at the top of the window, click the Uninstall button.

 4. If the Programs	and	Features message box asking you to confirm the deletion 
appears, click Yes.

See Also	 If	you	need	additional	help	installing	or	uninstalling	the	practice	files,	see	the	
“Getting	Help”	section	later	in	this	book.

Important Microsoft Product Support Services does not provide support for this book or 
its companion CD.





	 	 	 xxvii

Getting Help
Every effort has been made to ensure the accuracy of this book and the contents of 
its companion CD. If you do run into problems, please contact the sources listed in 
the following sections for assistance.

Getting Help with This Book and Its Companion CD
If your question or issue concerns the content of this book or its companion CD, please 
first search the online Microsoft Press Knowledge Base, which provides support informa-
tion for known errors in or corrections to this book, at the following Web site:

www.microsoft.com/mspress/support/search.asp

Locate information specific to this book by searching for the book’s ISBN, which is printed 
above the UPC code in the white box in the lower-left corner of the back cover of the book.

If you do not find your answer at the online Knowledge Base, send your comments or 
questions to Microsoft Press Technical Support at:

mspinput@microsoft.com

Getting Help with Microsoft Dynamics CRM 4.0
If your question is about Microsoft Dynamics CRM 4.0, and not about the content of this 
Microsoft Press book, your first recourse is the Microsoft Dynamics CRM Help system. 
You can find general or specific Help information in a couple of ways:

l In the Microsoft Dynamics CRM program window, you can click the Help button 
(labeled with a question mark) at the right end of the application toolbar to display 
the Microsoft Dynamics CRM Help window. 

l In a dialog box, you can click the Help button at the right end of the dialog box 
title bar to display the Help window with topics related to the functions of that 
dialog box already identified.

Microsoft Dynamics CRM Help is context-sensitive; from the Microsoft Dynamics CRM 
Help menu, you can click Help On This Page to access the portion of the Help contents 
most relevant to the page you’re currently viewing. For example, if you’re viewing a lead 
record and you click Help On This Page, Microsoft Dynamics CRM automatically directs 
you to the Help topic titled “Work with Leads.”
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If you want to practice getting help, you can work through the following exercise, which 
demonstrates two ways of locating information. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise. 

 1. At the right end of the Microsoft Dynamics CRM application toolbar, click the 
Help button. 

The Microsoft Dynamics CRM Help menu opens. 

 2. In the list of topics in the Microsoft	Dynamics	CRM	Help menu, click Help	on	
this	Page. 

Microsoft Dynamics CRM Help displays a list of topics related to the page from 
which you started the Help process. 

You can click any topic to display the corresponding information. 

 3. On the toolbar, click the Show	Contents button. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise.
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The Contents appears in the left pane, organized by category, like the table of 
contents in a book. 

Clicking any category (represented by a book icon) displays that category’s topics 
(represented by help icons) as well as any available online training (represented by 
training icons). 

 4. In the Contents area, click a few categories and topics. Then click the Back and 
Forward buttons to move among the topics you have already viewed. 

 �. At the upper-right  of the Internet Explorer window, click the Close button to 
close Help. 

 �. At the top of the Microsoft	Dynamics	CRM	Help window, click the Search	for	
help	topics box, type leads, and then press the F key. 

The Microsoft Dynamics CRM Help window displays topics related to the words 
you typed. 

CLOSE the Microsoft Dynamics CRM Help window. 

 
 Back Forward

 
 Back Forward

CloseClose

CLOSE the Microsoft Dynamics CRM Help window.
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More Information
If your question is about Microsoft Dynamics CRM or another Microsoft software 
product and you cannot find the answer in the product’s Help system, please search 
the appropriate product solution center or the Microsoft Knowledge Base at:

support.microsoft.com

In the United States, Microsoft software product support issues not covered by the 
Microsoft Knowledge Base are addressed by Microsoft Product Support Services. 
Location-specific software support options are available from:

support.microsoft.com/gp/selfoverview/

You can also click the Resource Center link, typically found at the bottom left of the 
Microsoft Dynamics CRM application. Or, you can access the same information via  
the Internet at the following locations:

Microsoft Dynamics CRM on-premise and service provider editions:

rc.crm.dynamics.com/rc/regcont/en_us/opdefault.aspx

Microsoft Dynamics CRM Online:

rc.crm.dynamics.com/rc/regcont/en_us/onlinedefault.aspx
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 2	 Getting	Around	in	
	 	 Microsoft	Dynamics	
	 	 CRM
In this chapter, you will learn to: 

✔ Understand and work with the components of the user interface.

✔ Use Microsoft Dynamics CRM views to work with records.

✔ Use Quick Find to search for records in a view.

✔ Modify your personal options to suit your individual preferences.

✔ Work with lookup fi elds and use the automatic resolution feature.

✔ Use the Resource Center to learn more about Microsoft Dynamics CRM.

✔ Access software help within the system.

Before you can track and manage customer data in Microsoft Dynamics CRM, you need 
to know how to work in the user interface. 

In this chapter, you will learn where to fi nd the areas referenced in this book and how to 
navigate through the software. You’ll also learn about the resources that can give you 
more information on how to work with the software.

Important There are no practice fi les for this chapter. 

 Troubleshooting Graphics and operating system–related instructions in this book refl ect 
the Windows Vista user interface. If your computer is running Windows XP and you experience 
trouble following the instructions as written, refer to the “Information for Readers Running  
Windows XP” section at the beginning of this book. 

 Important You must know the location of your Microsoft Dynamics CRM Web site to work 
the exercises in this book. Check with your system administrator to verify the Web address if 
you don’t know it. 

Troubleshooting Graphics and operating system–related instructions in this book refl ect 
the Windows Vista user interface. If your computer is running Windows XP and you experience 
trouble following the instructions as written, refer to the “Information for Readers Running  
Windows XP” section at the beginning of this book.
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Important  The images used in this book reflect the default form and field names in 
Microsoft Dynamics CRM. Because the software offers extensive customization capabilities, 
it’s possible that some of the record types or fields have been relabeled in your Microsoft 
Dynamics CRM environment. If you cannot find the forms or fields referred to in this book, 
contact your system administrator for assistance.

Understanding the Microsoft Dynamics CRM  
User Interface

As you learned in Chapter 1, “Introduction to Microsoft Dynamics CRM,” Microsoft 
Dynamics CRM offers two primary user interfaces: the Web client and Microsoft Dynamics 
CRM for Outlook. The exercises and examples in this book use the Web client unless  
otherwise specified. To help you better understand how to navigate the software, we  
will explain the various components of the user interface. 

Application menu toolbar

Grid

Grid toolbar

Application areas

Application navigation pane



The following list describes the major components of the user interface: 

l	 Application	menu	toolbar.	 This toolbar provides buttons that let you quickly create 
new activities or records. The Go To menu lets you navigate directly to other parts 
of the user interface. The Tools menu provides access to useful features such as im-
porting data or setting your personal options. The Advanced Find button launches 
the Advanced Find interface, which you can use to perform ad-hoc data queries. 
You can also access the system help via a button on the application menu toolbar. 

l	 Grid.	 The grid displays a list of records. Each record set is known as a data view in 
Microsoft Dynamics CRM. The grid consists of rows and columns of data. The bot-
tom row of the grid provides information about the number of records in the view. 
The grid also includes an index bar that allows you to quickly fi lter records in the 
grid, based on the starting letter you select. 

l	 Grid	toolbar.	 The buttons in this toolbar allow you to take action on selected 
records in the grid. For example, if you select three records in a grid and click 
a button in the grid toolbar, Microsoft Dynamics CRM will apply that button’s 
action to the three records you selected. You can also create new records by 
clicking the New button in the grid toolbar. The actions available in the toolbar 
vary depending on the type of records displayed. 

l	 Application	navigation	pane.	 This portion of the user interface provides access to 
the various types of Microsoft Dynamics CRM data. Simply click a hyperlink in the 
application navigation pane to view that set of records. 

l	 Application	areas.	 Each application area provides a logical grouping of Microsoft 
Dynamics CRM records. The default application areas are Workplace, Sales, 
Marketing, Service, Settings, and Resource Center. If you click one of these buttons, 
Microsoft Dynamics CRM will update the application navigation pane to display the 
records grouped within that section.  

Troubleshooting Your system administrator has the ability to add, delete, or rename 
buttons, so your system might look different than the one shown on the previous page. 
Troubleshooting Your system administrator has the ability to add, delete, or rename 
buttons, so your system might look different than the one shown on the previous page.
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When you open a record in Microsoft Dynamics CRM, you’ll see additional parts of the 
user interface.

Entity menu toolbar

Form Assistant paneForm

Entity navigation pane

l  Entity menu toolbar.  The buttons in this toolbar let you take action on the open 
record, such as saving or uploading an attachment. Click the Microsoft Dynamics 
button located in the upper-left corner of the record to access additional menu 
items related to the record.

l  Entity navigation pane.  Similar to the application navigation pane, the entity navi-
gation pane displays different types of Microsoft Dynamics CRM records. However, 
the entity navigation pane displays only those records that are linked to the open 
record. For example, clicking the Contacts link in the entity navigation pane of an 
account record will display only those contacts that have the open account record 
listed as their parent customer.

l  Form.  The Microsoft Dynamics CRM form displays the data related to the open 
record. The fields on the entity form are often referred to as attributes.

l  Form Assistant pane.  This tool provides a quick way of locating related records for 
lookup fields and also allows you to create follow-up activities for the open record. 

Microsoft 
Dynamics
Microsoft 
Dynamics



Using Views to Filter Data Records
Now that you understand the main components of the Microsoft Dynamics CRM user 
interface, you’re ready to start working with data records. Microsoft Dynamics CRM 
uses a view to display a list of data records in a grid. You will spend a lot of time work-
ing with views, so it’s important that you understand the utilities Microsoft Dynamics 
CRM offers to work with views of data. 

Each view can contain an unlimited number of data records. Microsoft Dynamics CRM 
splits the view data into multiple pages of records, so you might need to click the page 
arrows located in the lower-right corner of the view to access the additional records 
contained in your view. If the page arrows are disabled, your view does not contain 
multiple pages of records.

 Tip Many users want to know how many total records or pages each view contains. 
Unfortunately, Microsoft Dynamics CRM does not provide this information within the user 
interface. To get a count of the total number of records in a view, export the data into 
Microsoft Offi ce Excel and count the number of records in the data set.  

In this exercise, you will change the data records that appear in the grid by selecting 
a different view of the data. You might want to change a view for many reasons. For 
example, you might want to change views to export the records from the view into 
Excel for a report, or you might want to perform a bulk edit of the records. 

 Tip You can change the width of a view column by clicking the column divider and dragging 
it to the left or right. Resizing the column allows you to see more or less of the record’s data. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise. 

 1. In the application areas, click the Sales button. 

 2. In the application navigation pane, click the Accounts link. 

By default, Microsoft Dynamics CRM displays a view of all of the active account 
records in your system.  

 3. Click the arrow in the View list box. 

Microsoft Dynamics CRM displays a list of the views available for the account entity. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise.
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 4. Click My	Active	Accounts.

Microsoft Dynamics CRM changes the records displayed in the grid to show only 
active accounts that list you as the owner of the record.

Sorting Records in a View
Within each view, you can sort the records to see them in a particular order. Each view 
contains a default sort order, but you can change the record order in any grid. When 
you’re looking at a view, Microsoft Dynamics CRM includes visual indicators to show  
how it is sorting the records. In the column header, next to the column name, is a small 
triangle pointing up or down. This triangle indicates that the view records are sorted with  
this column’s data. An upward-pointing triangle means that the records are displayed 
in ascending order (low to high or A to Z); a downward-pointing triangle means that 
the records are displayed in descending order (high to low or Z to A). In addition to the 
triangle in the column heading, Microsoft Dynamics CRM shades the column a light blue 
color in the background to visually indicate that the view is sorting on this column. 



Changing the sort order of a column is very straightforward; all you need to do is 
click the column heading. Clicking the column heading toggles the sort order between 
ascending and descending. 

You can also sort records by more than one column at a time. In this exercise, you will 
sort a view by using multiple columns. 

Important Even though you can display columns from related records in a view, you can 
sort only on columns that are attributes of the primary entity in the view. For example, if 
you have a Contact view that contains columns from the related account records, you can 
sort the Contact view only by clicking the columns that contain contact data; clicking the 
related account columns will not sort the records. You will not receive an error message 
when you click on the related columns; instead, Microsoft Dynamics CRM will not react at all. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

OPEN a Web page that contains multiple records in a view. 

 1. Click the heading of the column by which you want to sort the records. 

Microsoft Dynamics CRM adds the sort arrow with an ascending order and sorts 
the records in the view. 

 2. Hold down the G key and click the second column heading by which you want 
to sort the records. 

Microsoft Dynamics CRM adds the sort arrow to this column with an ascending sort 
order, while preserving the fi rst sort column. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.

OPEN a Web page that contains multiple records in a view.
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 3. While keeping the G key down, click the second column heading again.

Microsoft Dynamics CRM switches the sort order to display the records in  
descending order.

Selecting and Refreshing Records in a View
As you learned earlier in this chapter, you can use the tools in the grid toolbar to perform  
actions on selected records in a view. Microsoft Dynamics CRM offers a few different ways 
to select records within a view. If you want to select one record, simply click the record 
row. Microsoft Dynamics CRM highlights the record with a blue background to indicate 
which record you selected. If you want to select all of the records, select the check box that 
appears in the upper-left corner of the view. Microsoft Dynamics CRM highlights all of the 
records that appear on the page. Selecting the check box again deselects all of the records.

Important When you select the check box to select all of the records, you are only 
selecting the records on the page. You are not selecting all of the records in the view. For 
example, if your view contains 500 records and your page contains 25 records, selecting 
the check box selects only the 25 records displayed on the page. Some of the features in the 
entity toolbar, such as Export To Excel and Send Direct E-Mail, allow you to select all of 
the records from the view, but many of the features in the entity toolbar (such as assigning 
records and editing records in bulk) apply only to a single page of records. Unfortunately, 
in these scenarios, you will need to repeat the action on each page of records if your view 
contains multiple pages of records. Later in this chapter, we will explain how to display up 
to 250 records per page in a view (instead of the default value of 25 records per page). 
Displaying more records per page decreases the number of times you need to repeat  
an action on a set of records.



If you want to select more than one record in a view (but not all of them), you can do 
so by pressing the Ctrl and Shift keys. This technique should be familiar to users of 
Microsoft Offi ce, because other applications such as Excel and Microsoft Offi ce Outlook 
also allow users to select multiple records by holding down the Ctrl or Shift key while 
clicking the desired records.  

As you work with the records in a view, you might fi nd that the view does not refresh 
the data set as you expect. This might happen when you’re working with different sets 
of records in multiple Internet Explorer windows or if a different user is editing the 
records in your view.  

Tip As a best practice, refresh the data in a view before performing any actions on the 
data set.  

In this exercise, you will manually refresh the data that appears in a view, and then select 
multiple records in the view. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

OPEN a Web page that contains multiple records in a view. 

 1. In the upper-right corner of the view, click the Refresh	button. 

Microsoft Dynamics CRM refreshes the data in the view. 

 2. Click a record in the view.  

Microsoft Dynamics CRM highlights the row, indicating that the record is selected. 

 3. To add one record to your selection, hold down the H key and click another 
record. 

Microsoft Dynamics CRM highlights this new record as well, indicating that you’ve 
selected it. 

 4. To include multiple records in a selection, click one record, and then hold down the 

G key and select another record. 

Microsoft Dynamics CRM selects and highlights all of the records listed between 
the original selection and the new selection. With the appropriate records selected, 
you can apply the desired action to the records. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.

OPEN a Web page that contains multiple records in a view.

RefreshRefresh
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Bulk Editing Records in a View
As you work with various records in a view, you might want to update the data in multiple 
records at one time. Microsoft Dynamics CRM includes a bulk edit feature that allows 
you to select multiple records in a view and edit them with one form instead of having 
to modify each record individually. This tool can provide a signifi cant time savings if 
you need to modify a large number of records. Although this bulk edit feature is very 
convenient, it does contain a few notable restrictions: 

l If a particular fi eld contains programming script behind the scenes (as confi gured 
by your system administrator), you cannot edit the data in that fi eld with the bulk 
edit tool. 

l You cannot use the bulk edit tool to remove values from a fi eld. You can only modify 
or add data to a fi eld. 

l You cannot use the bulk edit tool to edit certain fi elds in Microsoft Dynamics CRM, 
such as the Parent Customer fi eld of an account or contact record. 

l The bulk edit tool updates only the selected records on the page; you cannot use it 
to update all of the records in the view if the records span multiple pages. 

l If a data fi eld is read-only on the form, you cannot edit it with the bulk edit tool. 

 Tip Even though you cannot edit the owner of a record by using the bulk edit tool, you 
can easily change the owner of multiple records at one time by using the Assign feature 
located in the entity menu toolbar. 

In this exercise, you will use the bulk edit tool to update the State/Province fi eld for 
multiple contacts. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

OPEN a view of Contacts that contains more than one record. 

 1. While holding down the H key, click two or more of the contact records. 

Microsoft Dynamics CRM highlights the records you click to indicate that they are 
selected.  

 2. In the entity menu toolbar, click More	Actions, and then click Edit. 

The Edit Multiple Records dialog box opens. This dialog box is very similar to the 
contact form, with the same layout and fi elds.  

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.

OPEN a view of Contacts that contains more than one record.



 3. In the State/Province field, type Illinois.

 4. Click the Save button.

Microsoft Dynamics CRM updates the State/Province field of the selected records 
and closes the Edit Multiple Records dialog box.

Using Quick Find to Search for Records in a View
Even with the sorting features in views, sometimes it can be time consuming to manually  
look for a particular record if the view contains a large number of records. To help ad-
dress this concern, Microsoft Dynamics CRM includes a Quick Find feature that allows 
you to search for records by using keywords or wildcard characters. You can find the 
Quick Find search box above the grid and to the left of the View selector. To use it, enter 
a search phrase and press Enter on the keyboard or click the button with the magnify-
ing glass to start the search. Even though Quick Find is simple to use, there are a few tips 
and tricks that will help you find records more efficiently.
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Your system administrator can configure Microsoft Dynamics CRM to search for matching 
records across multiple columns. For example, you can search for particular contacts by 
name, phone number, or e-mail address. You can even include custom data fields as part 
of the search criteria. 

When you enter search text, Microsoft Dynamics CRM searches for the value as it is en-
tered. By default, it does not search for partial records. For example, if you search for a 
phone number by entering 555-1212 and the contact’s phone number is (312) 555-1212, 
Microsoft Dynamics CRM does not consider that a match. It returns only those records 
that have 555-1212 as the start of their phone number. 

Of course, there will be times when you don’t know the exact value you’re searching 
for. In these cases, you can enter an asterisk (*) as a wildcard character in your Quick 
Find search. In the previous example, if you did not know the exact phone number, you  
could search for *555-1212 and Microsoft Dynamics CRM would find the matching record. 

Tip You can enter the wildcard character anywhere in your search criteria: at the begin-
ning, the middle, or the end. If you can’t find the record you’re looking for, be sure to try 
different combinations with the wildcard asterisk. Note that the Quick Find feature is not 
case-sensitive in its searches.

If you start a Quick Find search when you’re working with a specific view, such as  
My Active Contacts, you might expect that Microsoft Dynamics CRM would search  
for matching records only within the My Active Contacts view. However, Quick Find 
always searches for matching records across all active records for that entity. Quick 
Find ignores inactive records.

Tip To filter records within a specific view, you can click the letters in the index bar. Clicking a 
letter will update the view to show only those records whose entry in the current sort column 
starts with the selected letter. For example, if you’re looking at the My Active Contacts view 
with the records sorted by City and you click B in the index bar, Microsoft Dynamics CRM 
shows you only those records in which the city starts with the letter B. If you then click the Full 
Name column to sort by that field and click the letter C in the index bar, Microsoft Dynamics 
CRM updates the My Active Contacts view to show only those records in which the Full Name 
entry starts with the letter C.

In this exercise, you will use the Quick Find feature to search for records in Microsoft 
Dynamics CRM.



BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

OPEN a view of Contacts that contains more than one record. 

 1. In the Quick	Find box, type *bi, and then press F. 

Microsoft Dynamics CRM searches and returns all active contacts for matching 
records. 

 2. To cancel the search, click the Cancel	Search button to the right of the Quick	Find 
box, or simply select a new view in the view selector. 

Using Lookups and Automatic Resolution
One of the main benefi ts of any customer relationship management system is that you can 
use the software to create relationships between records in your database. These relation-
ships allow you to understand the different types of data about your customers, vendors, 
and partners, and how they interact with one another. The Microsoft Dynamics CRM user 
interface displays the link between two records by using a lookup. The default contact form 
includes two lookups: one for the Parent Customer and one for the default Currency.  

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.

OPEN a view of Contacts that contains more than one record.

Cancel SearchCancel Search
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You can visually determine that a field is a lookup because:

l The text in the field is hyperlinked (blue and underlined).

l There is an icon to the left of the text that indicates the entity of the linked record.

l The field includes an icon with a window and a magnifying glass.

Clicking the hyperlinked text in the field launches a new window displaying the linked 
record. Unlike the other fields on the form, in which you simply enter data into the field, 
lookup fields require you to select a record to link. You can link records in the lookup 
field by using one of two techniques:

l	 Use	the	Look	Up	Records	dialog	box.	 To use this technique, click the lookup icon. 
Microsoft Dynamics CRM then launches the Look Up Records dialog box that you 
can use to search for and select a specific record.

l	 Use	automatic	resolution.	 To use this technique, simply start typing the name of 
the linked record in the lookup field. After you enter all (or a portion) of the linked 
record’s name, click a different form field or press the Tab key. Microsoft Dynamics 
CRM then tries to automatically resolve your entry to an existing record.

Tip The automatic resolution feature in lookups can provide a significant time savings 
when you work with many different records. 

Look UpLook Up



Microsoft Dynamics CRM tries to match records in the lookup by using the find fields 
of the entity. The record name is usually included as a find field, but your administra-
tor might configure additional find fields that you can use with automatic resolution. If 
Microsoft Dynamics CRM finds just one matching record during the automatic resolu-
tion, it populates a link to that record in the lookup field. If more than one match is 
found, the lookup field displays a yellow warning icon and colors the text you entered red. 
Click the warning icon to view the potential matches, and then select the record you want. 
Microsoft Dynamics CRM then uses that value for the lookup field.

If Microsoft Dynamics CRM does not find any potential matches, it colors the text red 
and displays a red circle with a white X. 

If you want to remove a value from a lookup field, you can select the white portion of 
the field (without clicking the hyperlinked text) and then press the Backspace key or 
Delete key. 

Setting Personal Options
Microsoft Dynamics CRM allows you to set personal options to modify the user interface. 
You can access your personal options by clicking the Tools button in the application 
menu toolbar and then clicking Personal Options. Although we won’t review all of the 
personal options available, we do want to review a few common configuration options. 
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On the General tab, you can specify the following:

l	 Default	start	page.	 By changing this section, you can determine which page 
Microsoft Dynamics CRM starts on after you log on with the Web client. Select the 
pane and tab you use most frequently. 

l	 Records	per	page.	 As we mentioned earlier, you might want to change the num-
ber of records that appear on a page. By displaying more records on a page, you 
can apply actions to a larger data set. However, you should be aware that users 
with a large number of records per page might experience slower performance as 
the page loads, so use caution with this setting.

l	 Time	zone.	 Be sure to select the correct time zone to match the time zone of your 
computer. If this time zone setting does not match the time zone on your computer, 
you might find that appointments synchronized to Outlook are shifted by a few hours. 

On the Workplace tab, you can select which application areas to display in the naviga-
tion pane. This setting appears only to you as an individual user; it does not apply to 
all users in the system. Therefore, feel free to set up the Workplace area in whatever 
manner is most comfortable for you.

In this exercise, you will modify your Workplace pane to include new areas of the user 
interface.



 Tip The Set Personal Options dialog box in Microsoft Dynamics CRM for Outlook 
provides additional confi guration options when compared with the dialog box in the 
Web client. For more information about the personal options in Outlook, see Chapter 5, 
“Microsoft Dynamics CRM for Outlook.” 

 BE SURE TO log on to the Microsoft Dynamics CRM Web site through the Web client 
before beginning this exercise. 

 1. In the application menu toolbar, click Tools, and then click Options. 

The Set Personal Options dialog box opens. 

 2. On the Workplace tab, select the Sales check box. 

Microsoft Dynamics CRM updates the preview on the left side of the dialog box to 
include the Sales area. 

 �. Click OK. 

 �. Click Workplace in the application areas. 

Microsoft Dynamics CRM now includes the sales area that you just added in the 
application navigation pane. 

BE SURE TO log on to the Microsoft Dynamics CRM Web site through the Web client 
before beginning this exercise.
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Using the Resource Center
Microsoft Dynamics CRM includes a Resource Center that provides additional information  
about the software. The Resource Center contains dynamic content hosted on the Microsoft 
servers, and Microsoft provides continual updates to this content. You need an Internet 
connection to access content from the Resource Center. The Resource Center organizes in-
formation into five different sections:

l Highlights

l Sales

l Marketing

l Service 

l Settings

Each section includes articles about working with Microsoft Dynamics CRM. Check the 
Resource Center periodically to see if there is any content that applies to you.

In addition to articles about using the software, the Resource Center contains links  
to other Microsoft Dynamics CRM resources such as newsgroups, blogs, and customer 
support.



Accessing Help in Microsoft Dynamics CRM 
Even though most users indicate that Microsoft Dynamics CRM is intuitive and easy to 
learn, you might have questions about the software. Fortunately, Microsoft Dynamics 
CRM includes help guides for end users as well as administrators. To access Help, click 
the Help button on the application menu toolbar or the entity menu toolbar.

Microsoft Dynamics CRM Help is context-sensitive; you can click Help On This Page to  
access the portion of the Help contents most relevant to the page you’re currently viewing. 
For example, if you’re viewing a lead record and you click Help On This Page, Microsoft 
Dynamics CRM automatically directs you to the Help topic titled “Work with Leads.”

Tip Your system administrator can customize the Help content that appears in Microsoft 
Dynamics CRM to include specific instructions about your unique Microsoft Dynamics CRM 
deployment.

Key Points
l To sort records in a view, click the column heading to toggle the records in ascending 

or descending order. To sort by more than one column, hold down the Ctrl key and 
click a second column header.

l To select records in a view, use the Ctrl or Shift key to select multiple records. 
Selecting the check box selects all of the records on the page, but not all of the 
records in the view.

l Bulk editing allows you to modify multiple records at once, but you can only bulk 
edit records one page at a time.

l The Quick Find feature allows you to search for records in a view. You can use the 
asterisk (*) as a wildcard character in your searches.

l Lookups link records in the user interface. You can use the automatic resolution 
feature by typing text directly into the lookup field.

l You can modify your personal options to specify your preferences, including the 
start page when Microsoft Dynamics CRM first loads or the number of records 
displayed on each page.

l Microsoft Dynamics CRM includes additional information about using the software 
in the Resource Center and in the Help section.
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 1�	 Using	Advanced	
	 	 Find

In this chapter, you will learn to 

✔ Perform ad hoc queries by using Advanced Find.

✔ Organize and format Advanced Find results.

✔ Create a saved view.

✔ Use saved views to share your queries with other users.

✔ Build a complex query to search data.

✔ Use bulk edit and bulk assign to take action on query results.

An important benefi t of CRM systems is the central repository of customer data that 
builds as sales, marketing, and customer service teams track their interactions with cus-
tomers. As this store of data grows, managers face the need to report on and analyze the 
data to understand trends and identify areas for improvement. Microsoft Dynamics CRM 
provides a variety of tools for extracting data and presenting it in a simple and easy-to-use 
format. This chapter focuses on the best tool for this task: Advanced Find. The Advanced 
Find tool lets you create your own queries through a simple interface. When end users are 
empowered to create reports and fi lter the results to return a specifi c data set, they rely 
less on IT resources to do their job.  In addition, this fl exibility will increase an organization’s 
IT resources to focus on more complex business requirements. 

In this chapter, you will learn to harness the power of the Advanced Find tool by creating 
a query, saving it as a system view that can be shared with others, and updating multiple 
records in the results set.

Tip Advanced Find respects the security settings of the end user. As a rule of thumb, you 
can assume that if a user can see the record elsewhere in the application, that user will be 
able to gain access to it within Advanced Find. 

Important There are no practice fi les for this chapter. 



324 	 Chapter	15	 Using	Advanced	Find

 Troubleshooting Graphics and operating system–related instructions in this book 
refl ect the Windows Vista user interface. If your computer is running Windows XP and 
you experience trouble following the instructions as written, refer to the “Information 
for Readers Running Windows XP” section at the beginning of this book. 

Important The images used in this book refl ect the default form and fi eld names in 
Microsoft Dynamics CRM. Because the software offers extensive customization capabilities, 
it’s possible that some of the record types or fi elds have been relabeled in your Microsoft 
Dynamics CRM environment. If you cannot fi nd the forms, fi elds, or security roles referenced 
in this chapter, contact your system administrator for assistance. 

 Important You must know the location of your Microsoft Dynamics CRM Web site to 
work the exercises in this book. Check with your system administrator to verify the Web 
address if you don’t know it. 

Performing Advanced Find Queries
Business needs can change frequently over the course of a project and, as a result, report-
ing needs also change. Therefore, ad hoc reporting has become a standard feature within 
most business applications, because expecting end users to defi ne all of their reporting 
needs before a system is implemented is unrealistic. The Advanced Find tool within 
Microsoft Dynamics CRM provides a fl exible interface to query, view, analyze, and update 
data on an ongoing basis, so that predefi ned queries can be saved as the system is 
implemented and new queries can be created as the reporting needs of your business 
change. Examples of how Advanced Find is commonly leveraged by end users include: 

l Confi guring a customized to-do list to follow up on open opportunities. 

l Determining leads that fall into a specifi c geographical region for distribution and 
assignment. 

l Finding all activities due on the current date for a specifi c customer service rep-
resentative who has called in sick, so that the activities can be reassigned to a 
different representative. 

l Obtaining a list of contacts that have not been modifi ed in more than two years, 
so that they can be considered for deactivation. 

Advanced Find queries rely on an intuitive set of operators that you select when building a 
query. The data fi elds you select in your query determine the operators that will be avail-
able for fi ltering. The following table highlights the operators available for the different 
data fi elds. 

Troubleshooting Graphics and operating system–related instructions in this book 
refl ect the Windows Vista user interface. If your computer is running Windows XP and 
you experience trouble following the instructions as written, refer to the “Information 
for Readers Running Windows XP” section at the beginning of this book.



Data type                                    Operators

User (Owner) Equals Current User Contains

Does Not Equal Current User Does Not Contain

Equals Begins With

Does Not Equal Does Not Begin With

Contains Data Ends With

Does Not Contain Data Does Not End With

Text Equals Does Not Contain

Does Not Equal Begins With

Contains Data Does Not Begin With

Does Not Contain Data Ends With

Contains Does Not End With

Numeric Equals Is Less Than

Does Not Equal Is Less Than Or Equal To

Is Greater Than Contains Data

Is Greater Than Or Equal To Does Not Contain Data

Date On This Year

On Or After Last X Hours

On Or Before Next X Hours

Yesterday Last X Days

Today Next X Days

Tomorrow Last X Weeks

Next 7 Days Next X Weeks

Last 7 Days Last X Months

Next Week Next X Months

Last Week Last X Years

This Week Next X Years

Next Month Any Time

Last Month Older Than X Months

This Month Contains Data

Next Year Does Not Contain Data

Last Year

For each query, you can specify as many search criteria as you need. You must designate 
the primary record type you want returned in the results, but you can also include data 
fields from related records in your query. For example, you might search for top sales 
opportunities that are assigned to sales representatives in a certain geographical region. 
Your search could include the data fields the sales team uses to rate opportunities as well 
as the sales region field for the user records to which opportunities are assigned.
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In this exercise, you will create an Advanced Find query to view the opportunities that 
have a probability value greater than 50 for accounts in the city of Chicago. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise. 

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise. 

 1. On the application menu toolbar, click the Advanced	Find button.  

The Advanced Find screen opens. 

 2.  In the Look	for	list, select Opportunities. 

This specifi es the primary entity for which you will be executing the query. 

 3. In the Select fi eld, choose Probability to set the search criteria for the opportunity’s 
Probability fi eld. 

A second list of operators is displayed to the right of the Select fi eld.

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise.

BE SURE TO use the Windows Internet Explorer Web browser to navigate to your 
Microsoft Dynamics CRM Web site before beginning this exercise.

Advanced FindAdvanced Find



Tip The Select field shows all searchable fields for the specified entity. System admin-
istrators can modify the selection of fields that are searchable in the database.

 4. In the Operator field, select Is	Greater	Than. Then, in the Enter	Value field, enter 50. 

Tip The Select field turns into a list when you click on it, and a new row automatically 
appears below each row you add to your query, so you can add as many rows as needed 
in your search criteria.

 �. In the second row of the Advanced Find query, in the Select field, scroll to the  
bottom of the list to the Related section and select Potential	Customer	(Account) 
to add a data field from the account record type to your search.

This allows you to filter on attributes of the account related to the opportunities.

 �. In the Select field, choose Address	1:	City.

 �. In the Operator field, leave Equals selected, and in the Enter	Value field, enter 
Chicago.
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 8. Click the Find	button in the lower right corner of the screen. 

The results of your search are displayed. 

BE SURE TO leave the query open so that you can use it in the next exercise. 

Tip If you want to modify an existing system view, navigate to the view before clicking 
the Advanced Find button. This will open the Advanced Find screen with the criteria from the 
system view already set. This also allows you to easily understand the criteria used in 
the system views. 

BE SURE TO leave the query open so that you can use it in the next exercise.



Organizing and Formatting Advanced Find Results
As you can see, Microsoft Dynamics CRM gives you the power to create a report that 
contains a set of records based on specifi c, user-defi ned criteria that is simple to put 
together. In addition to building your own search query, you can also format Advanced 
Find results to include additional data columns and sort, order, and size the results 
columns to meet your reporting needs. You can do the following: 

l Add any column you want to the results. 

l Adjust the order of the columns. 

l Modify the size of each column. 

l Defi ne the sort order of the output. 

For example, you might want to create a list of contacts that includes the contact name 
and primary address fi elds in a specifi c order. This can be accomplished with ease in 
Microsoft Dynamics CRM. 

In this exercise, you will use the search query you created in the previous exercise, 
modifying the columns that appear in the output to include the Probability fi eld for 
each opportunity as well as the Industry fi eld for the customer account. In addition, 
you will sort and format your results. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise. 

 1. In the Advanced	Find criteria screen, click the Edit	Columns button. 

The Edit Columns dialog box opens. Here you can modify the column order, set the 
column width, add or remove columns, and confi gure sorting. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise.

Edit ColumnsEdit Columns
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 2. In the Common	Tasks area, click Add	Columns.

The Add Columns dialog box opens.

 3. Locate the Probability field, and select the check box next to it to add the field to 
your results.



 4. In the Record	Type list at the top of the form, change the record type to Potential	
Customer	(Account).

Notice that you can add columns from related record types in addition to those 
from the primary record type.

 �. Select the Industry check box, and then click OK.

The newly added columns appear to the right of the original columns. 

Important For each record type in Microsoft Dynamics CRM, system administrators 
can configure the default columns that appear in each Advanced Find results set. The 
images in this chapter show the default view for opportunities in Microsoft Dynamics 
CRM. It’s possible that your results will include different columns. If there is a column 
you find yourself adding frequently to your searches, ask your system administrator 
about adding it to the default Advanced Find view.

 �. In the Edit	Columns	dialog box, click (don’t double-click) the Industry	column 
heading.

The border color changes to green.

 �. In the Common	Tasks area, click the left arrow until the Industry column is the first 
column in the results grid.

 8. Double-click the Industry column.
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The Change Column Properties dialog box opens.

 9. Change the column width to 200 pixels by selecting 200px, and then click OK.

This setting doubles the column width from the 100-pixel default.

 10. In the Edit	Columns dialog box, in the Common	Tasks pane, click Configure	
Sorting.

The Configure Sort Order dialog box opens.

 11. In the Column list, select Probability, and in the Order field, select Descending	
Order, and then click OK.



This sorts the results so that the opportunities with the highest closing probability 
appear at the top of the report. 

Tip Although the sort option includes only one sort level, you can sort by multiple 
columns on any grid within Microsoft Dynamics CRM if you hold the Shift key and 
click the column header. 

 12. In the Edit	Columns dialog box, click OK	to close the dialog box. 

 13. On the Advanced	Find query form, click Find. The search results appear with the 
new columns you added. 

BE SURE TO leave the query open so that you can use it in the next exercise. BE SURE TO leave the query open so that you can use it in the next exercise.
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Creating and Sharing a Saved View
What if, sometime in the future, you want to run the same Advanced Find query for 
which you have already defined the criteria, specified the output format, and defined 
the sort order to address your needs? You would find it frustrating if you had to go 
through all of these steps each time you wanted to produce the report. Fortunately, 
Microsoft Dynamics CRM allows you to create saved views to save your Advanced Find 
queries for future use. Saved views can be run or modified at a later date, sparing you 
from recreating reports that you run on a regular schedule.

Tip Although saved views store the specified criteria and formatting settings, results are 
dynamic and reflect the records that match your search criteria at the time the saved view is 
accessed. Saved views are not point-in-time data snapshots.

In addition to saving a view for yourself, it’s likely that your reports will also be useful 
to your colleagues. Rather than trying to articulate the steps it took for you to create a 
view, you can share the view with other users in Microsoft Dynamics CRM. Typically,  
a sales manager or other “power user” creates a saved view that will be valuable to 
other team members. These saved views solve business-critical reporting needs without 
requiring advanced programming skills.

Saved views can be shared with other users or teams, which are groups of users that can 
share access privileges for certain records. By default, each user or team is granted Read 
access when you share a saved view. This allows the user or team to access the saved view 
but not modify it. You can assign additional permissions when you share a saved view. The 
following table outlines the security privileges available when sharing a view.

Privilege Description

Read Shared users can access the view but not modify it.

Write Shared users can modify the view to include additional criteria, results fields, 
or other formatting.

Delete Shared users can delete the view from the Microsoft Dynamics CRM database.

Append Shared users can associate other records to the view.

Assign Shared users can assign the view to an additional system user.

Share Shared users can share the view with additional users or teams while  
maintaining their own access to the view.



In this exercise, you will save the view you created in the previous section so that you 
can access it in the future. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise. 

 1. On the Advanced	Find screen that includes the query you created in the previous 
section, click the Save	As	button. 

 2. In the Name fi eld of the Provide	Information	For	This	View dialog box, enter Hot	
Opportunities	in	Chicago	Market. 

 3. In the Description fi eld, enter Opportunities	in	Chicago	with	a	probability	greater	
than	50. 

 4. In the Advanced	Find query form, click the Saved	Views tab to see the newly created 
saved view. 

In addition to being accessible from the Saved Views tab, the saved view will appear 
in the View list on the Opportunities grid. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise.

Save AsSave As
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 �. In the Saved	Views tab, click the More	Actions button, and then click Sharing.

The Who Would You Like To Share The Selected Saved View With? dialog box 
opens.



 �. In the	Common	Tasks pane, click Add	User/Team.

The Look Up Records dialog box opens.

 �. Enter the name of another system user in the Look	for field, and then click Find.

 8. Select a user record, and click the right arrow to move the record from the 
Available	Records box to the Selected	Records box. Then click OK.

The selected user has been returned to the shared user screen. By default, the user 
receives Read rights to your view. Besides Read rights, you can empower the user to 
Write, Delete, Append, Assign, and Share your view with others.

 9. Click OK	in the Who	would	you	like	to	share	the	selected	saved	view	with?  
dialog box.

With just a few clicks, your colleagues can now benefit from the reports you 
created. 
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Using Advanced Filter Criteria
By default, Microsoft Dynamics CRM applies AND logic to queries that include two or 
more search criteria. This means that results are limited to those records that meet all 
search criteria in the query. However, you also might be required to produce a report 
with records that match any of the search criteria. In this instance, you could use OR 
logic in Advanced Find to search multiple fi elds to fi nd records that have matching data 
in any of the fi elds. 

In this exercise, you will use the Group AND and Group OR functionality of the Advanced 
Find tool. As you saw earlier, the original criteria we applied to the Hot Opportunities In 
Chicago Market saved view included all opportunities that met the following criteria: 

l The opportunity probability is greater than 50. 

l The accounts are in the city of Chicago. 

Now you will expand the criteria to include opportunities in Des Moines in addition to 
those in Chicago. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

 1. Launch Advanced	Find	if it is not open already. 

 2. In the Advanced	Find query screen, in the Look	for fi eld, select Opportunities, and 
then select Hot	Opportunities	in	Chicago	Market in the Use	Saved	View list. 

The criteria for the saved query is displayed. 

 3. Click the Show	Details button. 

 Tip By default, the Advanced Find mode is set to Simple, which means that the 
details of the query are not shown until you click the Show Details button. You 
can change this setting on the General tab in the Personal Options area, which is 
accessible from the Tools menu on the application menu toolbar. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in this exercise.

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.

Show DetailsShow Details



 4. In the Potential	Customer	(Account) section, click the Select field underneath the 
row that specifies the city as Chicago.

 �. In the Select field, choose Address	1:	City.

 �. In the Enter	Value field, enter Des	Moines.

Because Microsoft Dynamics CRM uses AND logic by default, if you click Find at 
this point, your search will not return any results, because no single account record 
can have a primary address in both Chicago and Des Moines.

 �. Click the arrow to the left of the first Address	1:	City	field, and click Select	Row.

 8. Click the arrow to the left of the second Address	1:	City field, and click Select	Row.

 9. On the toolbar, click Group	OR.

Group ORGroup OR
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This selection will update the logic so that records that have a primary address in 
the city of Chicago or Des Moines will be returned in the results.

 10. Click Find to see the results matching your new query.

Using Bulk Edit and Bulk Assign from Advanced Find
It is certainly powerful and exciting to have the ability to create a list of records that 
match your specific criteria. The ability to take action on those records to strengthen your 
Microsoft Dynamics CRM database and adapt it to your business as it evolves is equally 
important. With Microsoft Dynamics CRM, you can take many actions on the results of an 
Advanced Find query. For example, you can perform the following actions:

l Export the data to Microsoft Office Excel.

l Bulk edit the records.

l Bulk assign the records.

l Deactivate the records.



In this section, we focus on the bulk edit and bulk assign functionalities. With the 
Microsoft Dynamics CRM bulk edit functionality, you can make a change to many 
records at one time from any grid. For example, you might use bulk edit or bulk 
assign if: 

l You realize that data has been entered incorrectly for several records. 

l You add a new attribute that you would like to populate for all records. 

l An employee decides to leave your company, and you need to distribute the 
records that the employee owns to other team members. 

Important Bulk edit rights might not be available for every user. Your ability to use bulk 
edit is confi gured by the system administrator in your security role. 

In this exercise, you will edit the Address 1: City fi eld of multiple records by using the 
bulk edit tool. In addition, you will use the bulk assign functionality to assign ownership 
of multiple records to another user. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in the exercise. 

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise. 

 1. In the Workplace area, click Accounts. 

The default view appears in the grid. 

Important You will see My Active Accounts as the default view. This view includes 
the Account Name, Main Phone, Address 1: City, Primary Contact, and E-mail (Primary 
Contact) fi elds for the accounts you own. The default view can be modifi ed and there-
fore might be different in your environment. 

 2. On the application menu toolbar, click Advanced	Find. 

The criteria from the current view populates the Show Details section. 

USE your own Microsoft Dynamics CRM installation in place of the Adventure Works Cycle 
site shown in the exercise.

BE SURE TO use the Internet Explorer Web browser to navigate to your Microsoft 
Dynamics CRM Web site, if necessary, before beginning this exercise.
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 3. Click the Show	Details button to view the details of the query, and then add a new 
search field by choosing Address	1:	City	in the Select field.

 4. Leave the operator as Equals, and enter NY in the Enter	Value field.

 �. Click Find.

All active accounts that you own with a city value of NY are displayed. Next you will 
update the city to New York by using the bulk edit tool.

Important If your search did not return at least two results, modify the query  
before continuing with this exercise.

 �. Select several records by holding the H key while clicking the records you want to 
update.

 �. On the grid toolbar, select More	Actions, and then choose Edit.

The Edit Multiple Records dialog box opens. It resembles a blank Account form.



 8. Enter New	York in the City field, and then click Save.

Important This action cannot be undone.

After you have clicked Save, the underlying records are updated. If you refresh the 
grid, you will no longer see these records.

Tip If your query results return multiple pages, you will need to edit records one 
page at a time. The number of records returned on a page can be modified in the 
Personal Options area to a maximum of 250.

 9.  In the results grid, select at least two additional records by pressing the H key 
while clicking them.

 10. In the grid toolbar, click the Assign button.

The Assign Accounts dialog box opens.
AssignAssign
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 11. In the dialog box, click Assign	to	me to assign the selected records to yourself.

Key Points
l The Advanced Find tool in Microsoft Dynamics CRM allows you to search data in 

your system. You can filter results and display columns from the primary record 
type you are searching as well as from related record types.

l You can format and sort the output of your query to meet your specific needs.

l You can save your Advanced Find views for later use.

l With sharing, you can distribute your saved views to other users.

l You can create complex queries by using Group AND and Group OR logic.

l You can take action on the results of an Advanced Find query by using the bulk 
edit and bulk assign functionalities to update multiple records at a time.

l Similar to other views, Advanced Find results can be exported to Excel.
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creating, and tracking in Microsoft Dynamics 

CRM, 93
fi eld mapping, 94
linking to parent Microsoft Dynamics CRM 

account, 93, 95
tracking, 94, 95

contract	lines,	423
contract	templates,	279

components of, 279
creating, 281–283
default, 279
defi ned, 423
time slot availability, marking, 283
viewing available, 280

contracts
Active status, 289
allotment types, 279
automatic fi eld updates, 288
availability, specifying in, 282
Canceled status, 290
case manager, viewing, 290
changing, 289
contract lines, 280
contract lines, creating, 286
creating, 280, 281–283
defi ned, 423
Draft status, 289
examples of, 280
Expired status, 290
Invoiced status, 289
invoicing, 290
link between original and renewed, 293
numbering scheme, 285
On-Hold status, 290
opening, 290
overview of, 277, 279
renewing, 292–293
start and end dates, 286
status, updating, 293
statuses, 289–290
updating status of, 293

Convert	Campaign	Response	button,	228
Convert	Lead	button,	121
converting	leads,	117,	120–121

from campaign responses, 226–229
defi ned, 423
from e-mail activities, 133–135
from marketing lists, 179–181

copying
marketing campaigns, 200–201
marketing list members, between lists, 177–179
record URLs, 53
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Create	Order	button,	158
CRM.	See also	Microsoft	Dynamics	CRM

back offi ce software integration, 142–143
fl exibility of, 5
improvements on previous systems, 4
Outlook access to. See Microsoft Dynamics 

CRM for Outlook
overview of, 5
Web-based nature of, 6

CSR	Manager	security	role,	270
customer	fi	eld,	43
customer	lists.	See	marketing	lists
customer	loyalty	programs,	188.	See also	

marketing	campaigns
Customer	Relationship	Management	(CRM)	

system.	See	CRM;	Microsoft	Dynamics	CRM
customer	relationships

defi ned, 423
setting up, 45–46

customer	requests.	See	cases
customer	service	representatives	(CSRs),	

assigning	cases	to,	241
customer	support

contracts for. See contracts
integrating with sales, 237–238

customers.	See also	contacts
bill to/ship to addresses, 145–149
defi ned, 423
history, aggregating, 59–60, 63–64, 70
as opportunities. See opportunities
parent. See parent customers
prospective. See leads
relationships between. See customer 

relationships
roles, assigning, 46
sales and service integration, 36, 237
sending quotes to. See quotes

customizing	the	user	interface.	See	personal	
options

D
daily	management.	See	Workplace
data	fi	elds	in	forms.	See	attributes
data	maps,	401.	See also	Import	Data	Wizard

Advanced Find query for, 412–414
automatic creation of, 412
creating, 401–407
data types and, 408
defi ned, 424
list values and, 406
source and target, entering, 402
viewing status of, 414–420

data	records.	See also	contacts;	grid;	views	(data)
activating, 51
active, 49
activities. See activities
activities in. See activities
adding to selections, 23
assigning, 53–54, 294
attaching fi les to, 47–49
attributes. See attributes
blue plus (+) symbols next to, 38
blue text, 28. See also lookups
bulk editing, 24–25
data fi elds in. See attributes
deactivated, synchronization with Outlook, 103
deactivating, 49, 51
deactivating, reasons for, 50
duplicate. See duplicate records
fi eld mapping, 42
fi lling out automatically. See fi eld mapping
fi ltering, in specifi c views, 26
fi nding. See fi nding records
and inactive users, 54
for leads. See leads
locating, for lookup fi elds, 18
looking up, in forms, 46
lookups. See lookups
navigating, 19
notes in. See notes
number displayed per page, changing, 30
in Outlook, determining whether tracked, 91
Outlook access to, 89. See also Microsoft 

Dynamics CRM for Outlook
owner, changing, 24, 53–54
ownership of, 53
red asterisks next to, 37
relationships between. See lookups
with scripts, editing, 24
selecting, 22, 51
selecting all, 22
selecting multiple, 23, 24, 202
sharing, 51, 425
sorting, 20–22
status, 49
status reasons and values, 50
storage limit, lack of, 19
URLs for, 53
viewing all, 19

data	types	available	for	importing,	408
database	relationships.	See	lookups
deactivated	cases.	See	cases,	canceling
deactivated	opportunities,	130–131

reopening, 132–133
deactivated	records,	synchronization	with	

Outlook,	103
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deactivating	leads,	121–123
deactivating	records,	49,	51

duplicate, 317
reasons for, 50

default	start	page,	changing,	30
Delete	button,	103
Delete	privilege,	334
deleted	records,	synchronization	of	in	Microsoft	

Dynamics	CRM	for	Outlook,	101–104
deleting

contacts, 103
contacts, and Outlook synchronization, 

101–104
duplicate records, 317
e-mail messages, from queues, 295
knowledge base articles, 266–269
lookup values, 29
marketing list members, 171–173, 175–176
notes, 78
practice fi les, xxv

deployment	options,	7
detecting	duplicate	records.	See	duplicate	

records
direct	e-mail

defi ned, 423
opting out of, 83
overview of, 83
sending, 83, 84
templates for, 83

direct	mailings,	181.	See also	marketing	lists
discounts,	adding	to	quotes,	156
disqualifying	leads,	121–123
distributing	campaign	activities,	218–222,	424
documents	associated	with	marketing	

campaigns.	See	sales	literature
draft	contracts,	289
drafts,	140.	See also	quotes
duplicate	contacts,	55–57
duplicate	records

actions for, 317
detection criteria, 311
detection results, viewing, 315–318
detection rules, 306
detection rules, advanced, 319–321
detection rules, creating, 309–310
detection rules, default, 308
Duplicate Detection Wizard, 311–314
examples of, 305
merging, 317–318
scheduling detection frequency, 314

dynamic	data	exports	to	Excel,	381–386,	424
dynamic	PivotTables,	388

E
Edit	Columns	button,	329
Edit	Multiple	Records	dialog	box,	24
Edit	Report	button,	357
editing

duplicate records, 317
records, in bulk, 24–25
reports, with Report Wizard, 357–360

e-mail	activities,	converting	to	leads,	133–135
e-mail	addresses

associating with queues, 295
from Microsoft Dynamics CRM, looking up in 

Outlook, 97–98
resolving to contact records, 100

e-mail	lists	for	marketing
associating with campaign activities, 214–217
converting members into opportunities, 179–181
copying members between, 177–179
creating, 162, 163–164, 195
defi ned, 424
distributing campaign activities to, 218–222
duplicate members, 168
linking with campaigns, 193–195
locking, 164
lookups, adding members with, 165–167
mail merge and, 181–184
member types, 162, 164
members, adding, 165
members, removing, 171–173
members, removing individually, 175–176
members, viewing list of, 168
overview of, 161
purpose of, 165
targeting at specifi c campaigns, 193–195
updating, based on query, 173–175

e-mail	messages,	61.	See also	activities
in bulk. See direct e-mail
creating, 99
to large groups. See direct e-mail
matching process for, 97
Regarding fi eld, previewing, 99
Regarding fi eld, setting, 98, 99
Regarding fi eld, tracking with, 97
removing from queues, 295
resolving to contact record, 100
saving, 101
saving to Microsoft Dynamics CRM, 97
sent, viewing, 100
templates for, 424
tracking, 98
viewing in Microsoft Dynamics CRM, 100

entity	menu	toolbar,	18
entity	navigation	pane,	18
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estimated	close	dates	for	opportunities,	124–125
exact	text	searches,	264
Excel

fi les, opening without Excel installed, 381
integration with, 7

Excel	reports
dynamic, 381–386
dynamic, refreshing, 386
as PivotTables, 386–392
sharing, 381
static, 377–381

Excel	Viewer,	381
expired	contracts,	290
Export	To	Excel	button,	378,	413
exporting

to PivotTables, 386–392
reports, to Excel. See Excel reports
reports, to other formats, 357

F
faxes,	61.	See also	activities

synchronizing between Outlook and Microsoft 
Dynamics CRM, 91

fi	eld	mapping,	42
in activities, 68
defi ned, 424
in Outlook contacts, 94

fi	elds.	See	records
fi	le	attachments,	47–49
fi	les,	attaching	to	records,	47–49,	67
fi	ltering

activities, by date, 72
records, in specifi c views, 26

fi	nancial	data,	integration	with	Microsoft	
Dynamics	CRM,	142–143

fi	nding	contacts,	50–51
fi	nding	records,	25–27,	50–51.	See also	

Advanced	Find
canceling mid-search, 27
deactivated, 51
in specifi c views, 26
wildcard character for, 26
without exact value, 26

folders,	Outlook,	89
accessing, 90
expanding, 90

Follow	Up	button,	243
follow-up	activities,	67

creating, 243–244
forecasting	sales	opportunities,	126–129.	

See also	opportunities
form.	See	Microsoft	Dynamics	CRM	form
Form	Assistant	pane,	18

G
Get	Products,	424
glossary	terms,	xx
Go	Offl	ine	button,	105
Go	Online	button,	106
Go	To	menu,	17
going	offl	ine

background updates when, 104
defi ned, 424
with Microsoft Dynamics CRM for Outlook, 

104–106
going	online,	424
grid,	17.	See also	records

toolbar, 17
grid	toolbar,	17

running reports from, 371
group	e-mail	messages.	See	direct	e-mail
grouping	fi	elds,	adding	to	reports,	352–353,	

358–359

H
help.	See also	Resource	Center

accessing, xxvii, xxviii–xxix, 17, 33
context-sensitive nature of, 33
customizing to personal deployment, 33
from Microsoft Press Knowledge Base, xxvii

help	articles.	See	knowledge	base	articles
Help	button,	xxvii,	33
hierarchical	topic	organization.	See	subjects
history,	case,	246,	424
HTTP	addresses

copying, 53
for individual records, 53
localhost, 106

I
Import	Data	Wizard

data types and, 408
importing data with, 409–412
mapping data, 400–401
overview of, 399, 408

Important	paragraphs,	xx
importing	data,	399

data maps for, 401
data types available for, 408
status, viewing, 414–420

In	Progress	folder,	294
Inactive	status,	49
inactive	users,	record	ownership	and,	54
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index,	xix
index	bar,	17
installing	practice	fi	les,	xxiii–xxiv
integration	with	other	systems,	142–143
invoicing	contracts,	290

K
keywords

for knowledge base articles, 259
searching knowledge base by, 263–266

Knowledge	Base,	Microsoft	Press,	xxvii
knowledge	base	articles

approving, 261–262
auto-numbering, 260
components of, 257
creating, 258–260
deactivating templates, 270
default subject value, 256
defi ned, 423
deleting, 266–269
keywords, 259
moving into queue, 260
queue, viewing, 257
queue actions, 266
rejecting, 268
review process, 260–261, 266
searching for, 263–265
security privilege for publishing, 260
subjects for, 256
templates for, 270–273

knowledge	bases
defi ned, 424
overview of, 255–256
searching, 263–265

L
lead	source

customizing list values for, 120
defi ned, 424
entering in record, 119
overview of, 118–119

leads
converting, 117, 120–121, 423
converting, from campaign responses, 226–229
converting, from e-mail activities, 133–135
converting, from marketing lists, 179–181
creating, 118, 119
defi ned, 116, 424
disqualifying, 121–123
marketing source for. See lead source
vs. opportunities, 118

qualifi cation criteria, 117
qualifying, 120–121
tracking, 118
tracking follow-up tasks, 202–206
viewing in Microsoft Dynamics CRM, 119

letters,	61.	See also	activities
synchronizing between Outlook and Microsoft 

Dynamics CRM, 91
linking	Excel	reports	to	original	data,	381–386
list	members,	424
lists	of	customers.	See	marketing	lists
local	data	groups

confi guring, 107–110
defi ned, 424
offl ine database and, 104

localhost	Web	address,	106
locking	marketing	lists,	164
Log	In	Here	button,	9
logging	on	to	Microsoft	Dynamics	CRM,	8–9
logging	on	to	Microsoft	Dynamics	CRM	

Online,	9–10
logon	page,	changing	default,	30
Look	Up	button,	46,	65,	182,	240
Look	Up	Records	dialog	box,	28
lookups

adding marketing list members with, 165–167
automatic resolution, 28–29
defi ned, 424
icon for, 28
identifying, 28
launching linked record, 28
linking, 28
overview of, 27
removing values from, 29

lost	opportunities.	See also	opportunities
defi ned, 130
reopening, 132–133

M
mail	merge,	for	marketing	lists,	181–184
Mail	Merge	On	List	Members	button,	182
managing	activities.	See	Workplace
manual	synchronization	in	Microsoft	Outlook	

CRM	for	Outlook,	92–93
mapping	data	for	importing,	400.	See also	data	

maps;	Import	Data	Wizard
automatically, 412
viewing status of, 414–420

mapping	fi	elds,	42
in activities, 68
defi ned, 424
in Outlook contacts, 94

marketing,	161
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marketing	campaigns
analyzing success of, 230–231
campaign code, 189, 190
campaign type, 189
copying, 200–201
copying, as templates, 200–201
cost, tracking, 189
creating, 189–190
creating, from existing campaigns, 200–201
defi ned, 424
distributing individual activities, 201–206
linking marketing lists to, 193–195
messages sent by. See campaign activities
naming, 201
overview of, 187
parent/child, 198–199
planning, 188, 191–193
products, targeting, 195–197
quick campaigns, 201–206
relating to other campaigns, 198–199
responses to. See campaign responses
results, viewing, 230–231
sales literature, 195
services, targeting, 195–197
status reasons, 189
templates for, 200
templates for, naming, 201
to-do lists, 191–193
tracking, 189

marketing	collateral.	See	sales	literature
marketing	lists

associating with campaign activities, 214–217
converting members into opportunities, 

179–181
copying members between, 177–179
creating, 162, 163–164, 195
defi ned, 424
distributing campaign activities to, 218–222
duplicate members, 168
linking with campaigns, 193–195
locking, 164
lookups, adding members with, 165–167
mail merge and, 181–184
member types, 162, 164
members, adding, 165
members, removing, 171–173
members, removing individually, 175–176
members, viewing list of, 168
overview of, 161
purpose of, 165
targeting at specifi c campaigns, 193–195
updating, based on query, 173–175

marketing	module,	5
marketing	responses.	See	campaign	responses;	

lead	source

marking	tasks	complete,	66–67,	244
master	records,	55–57
member	types,	in	marketing	lists,	162,	164
members,	marketing	list.	See	marketing	lists
memory	requirements,	xxii
Merge	button,	56,	317
merging	duplicate	records,	317,	317–318
merging	records,	55–57
messages,	e-mail,	61.	See also	activities

in bulk. See direct e-mail
creating, 99
to large groups. See direct e-mail
matching process for, 97
Regarding fi eld, previewing, 99
Regarding fi eld, setting, 98, 99
Regarding fi eld, tracking with, 97
removing from queues, 295
resolving to contact record, 100
saving, 101
saving to Microsoft Dynamics CRM, 97
sent, viewing, 100
templates for, 424
tracking, 98
viewing in Microsoft Dynamics CRM, 100

Microsoft	Dynamics	CRM
back offi ce software integration, 142–143
fl exibility of, 5
improvements on previous systems, 4
logging on to, 8–9
Outlook access to. See Microsoft Dynamics 

CRM for Outlook
overview of, 5
Web-based nature of, 6

Microsoft	Dynamics	CRM	for	Outlook
accessing, 11, 90
address book, 97–98
appointment synchronization, 96
background updates when going offl ine, 104
contacts and, 93. See also contacts, Outlook
default settings, 92
folder structure, 89
overview of, 6, 10, 87
record access with, 89
synchronization in, 91, 92, 96
synchronization in, manual, 92–93
synchronization settings, 96
task synchronization, 96
versions of, 88
working offl ine, 104–106

Microsoft	Dynamics	CRM	form,	18
Microsoft	Dynamics	CRM	Online,	7

logging on to, 9–10
Microsoft	Offi	ce	Communications	Server,	

integration	with,	7
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Microsoft	Offi	ce	Excel.	See also	Excel	reports
fi les, opening without Excel installed, 381
integration with, 7

Microsoft	Offi	ce	Outlook.	See	Microsoft	
Dynamics	CRM	for	Outlook

Microsoft	Offi	ce	Word
integration with, 7
mail merging marketing lists, 181–184
Reconnect With Contacts template, 182

Microsoft	Press	Knowledge	Base,	xxvii
Microsoft	SQL	Server	Reporting	Services.	See	

SQL	Server	Reporting	Services
modules,	5.	See also	sales	module;	service	

module
monitor	requirements,	xxii
More	Actions	button,	51
More	Addresses,	424

N
naming	marketing	campaigns,	201
New	Account	button,	38
New	Account	form,	38–39
New	Activity	button,	64
New	Address	button,	146
New	button,	212,	223,	240,	281
New	Case	button,	290
New	Contact	button,	42,	44
New	Customer	Relationship	button,	46
New	Lead	button,	119
New	Opportunity	button,	125
New	Quote	button,	145
New	Template	button,	200
notes

defi ned, 59, 424
deleting, 78
entering, 78
overview of, 77
tracking, benefi ts of, 59–60

numbered	steps,	xx
numbering	quotes,	144

O
Offl	ine	Access	Outlook	client,	88,	104–106.	See 

also	Microsoft	Dynamics	CRM	for	Outlook
on-premise	deployment,	7
OPEN	paragraphs,	xx
operators,	query,	325
opportunities

closing, 130–131
converting activities into, 70
converting leads into, 120–121

converting marketing list members into, 
179–181

creating records for, 125
defi ned, 118, 424
estimated close dates, 124–125
forecasting with, 126–129
vs. leads, 118
overview of, 123
probability, searching by, 326–328
probability of winning, 124–125
products, attaching to, 149
products, copying to quotes, 150
records, viewing, 357
reopening, 132–133, 425
reports, default, 127
revenue settings for, 124
system views for, 126
tracking, 123, 126–129, 149

opting	out	of	direct	e-mail,	83
options,	personal

accessing, 29
setting, 30–31

OR	logic	in	queries,	338
specifying, 339–340

order	fulfi	llment	data,	142–143
sending with workfl ow, 143

orders
creating from quotes, 157–158
defi ned, 424

Other	channel	for	campaign	activities,	214
Outlook.	See	Microsoft	Dynamics	CRM	for	

Outlook;	Microsoft	Offi	ce	Outlook
owner,	changing,	24,	53–54

P
pages,	changing	number	of	records	displayed	

on,	30
parent	accounts.	See also	sub-accounts

assigning, 40
creating activities from, 74
defi ned, 424
overview of, 39
overwriting Company fi eld in Outlook with, 94

parent	customers,	43
partner-hosted	deployment,	7
PDFs,	attaching	to	records,	47–49
permissions,	setting,	52–53
personal	options

accessing, 29
setting, 30–31

phone	calls,	61.	See also	activities
synchronizing between Outlook and Microsoft 

Dynamics CRM, 91
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PivotTables
calculation type, changing, 390
dynamic, 388
exporting data as, 386–392
overview of, 387

planning	tasks	for	marketing	campaigns,	191–193
populating	data	fi	elds.	See	fi	eld	mapping
potential	sales.	See	opportunities
practice	fi	les

examples of, xxiv
installing, xxiii–xxiv
uninstalling, xxv
Windows XP, managing in, xv–xvi

pricing	quotes
activating, 140, 156, 423
addresses, alternate, 151
auto-numbering, 144
bill to/ship to addresses, 145–149
closing, 155
components of, 140
creating, 145
creating orders from, 157–158
defi ned, 425
discounts, adding, 156
Draft status, 140
outcomes for, 141
overview of, 139
printer-friendly, 151
products, attaching to, 150
recalculating, 154
revising, 155–156
saving, 145
value calculation for, 150

primary	contacts,	specifying,	43
probability,	opportunity,	124–125

automating, 125
searching by, 326–328

product	catalog,	151,	424
products

attaching to opportunities, 149
attaching to quotes, 150
copying from opportunities to quote records, 150
targeting in marketing campaigns, 195–197
write-in, 151
write-in, creating, 152–154

promotions	(marketing	campaigns)
analyzing success of, 230–231
campaign code, 189, 190
campaign type, 189
copying, 200–201
copying, as templates, 200–201
cost, tracking, 189
creating, 189–190
creating, from existing campaigns, 200–201
defi ned, 424

distributing individual activities, 201–206
linking marketing lists to, 193–195
messages sent by. See campaign activities
naming, 201
overview of, 187
parent/child, 198–199
planning, 188, 191–193
products, targeting, 195–197
quick campaigns, 201–206
relating to other campaigns, 198–199
responses to. See campaign responses
results, viewing, 230–231
sales literature, 195
services, targeting, 195–197
status reasons, 189
templates for, 200
templates for, naming, 201
to-do lists, 191–193
tracking, 189

proposals.	See	quotes
prospective	customers	(leads)

converting, 117, 120–121, 423
converting, from campaign responses, 226–229
converting, from e-mail activities, 133–135
converting, from marketing lists, 179–181
creating, 118, 119
defi ned, 116, 424
disqualifying, 121–123
marketing source for. See lead source
vs. opportunities, 118
qualifi cation criteria, 117
qualifying, 120–121
tracking, 118
tracking follow-up tasks, 202–206
viewing in Microsoft Dynamics CRM, 119

publicity.	See	marketing
Publish	Articles	security	privilege,	260
publishing	knowledge	base	articles,	260–261
publishing	reports.	See	sharing	reports

Q
qualifying	leads,	120–121
queries.	See also	Advanced	Find

AND vs. OR, 338
bulk editing, 340, 342–343
column width, changing, 332
columns, editing, 329–330
creating, 326–328
details, showing by default, 338
details, viewing, 338
fi elds, adding, 329–330
operators, 325
OR logic, specifying, 339–340
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queries	(continued)
rows, adding, 327
saving, 334
selecting multiple, 342
sorting, 332–333
updating marketing lists with, 173–175

queues,	53
accepting cases into, 300
assigning cases to, 294, 298–299
creating, 294, 296–297
defi ned, 424
e-mail addresses, associating with, 295
e-mail messages, removing, 295
overview of, 277, 294
viewing available, 296

quick	campaigns,	201–206
defi ned, 424

Quick	Find,	25–27
deactivated records and, 49, 51
defi ned, 425

quotes
activating, 140, 156, 423
addresses, alternate, 151
auto-numbering, 144
bill to/ship to addresses, 145–149
closing, 155
components of, 140
creating, 145
creating orders from, 157–158
defi ned, 425
discounts, adding, 156
Draft status, 140
outcomes for, 141
overview of, 139
printer-friendly, 151
products, attaching to, 150
recalculating, 154
revising, 155–156
saving, 145
value calculation for, 150

R
reactivating	canceled	cases,	247,	249
Read	privilege,	334
Recalculate	button,	154
Reconnect	With	Contacts	template	for	

Microsoft	Offi	ce	Word,	182
record	sets.	See	views	(data)
recording	campaign	responses,	223–224
records.	See also	accounts;	contacts;	grid;	

views	(data)
activating, 51
active, 49

activities. See activities
activities in. See activities
adding to selections, 23
assigning, 53–54, 294
attaching fi les to, 47–49
attributes. See attributes
blue plus (+) symbols next to, 38
blue text, 28. See also lookups
bulk editing, 24–25
data fi elds in. See attributes
deactivated, synchronization with Outlook, 103
deactivating, 49, 51
deactivating, reasons for, 50
duplicate. See duplicate records
fi eld mapping, 42
fi lling out automatically. See fi eld mapping
fi ltering, in specifi c views, 26
fi nding. See fi nding records
and inactive users, 54
for leads. See leads
locating, for lookup fi elds, 18
looking up, in forms, 46
lookups. See lookups
navigating, 19
notes in. See notes
number displayed per page, changing, 30
in Outlook, determining whether tracked, 91
Outlook access to, 89. See also Microsoft 

Dynamics CRM for Outlook
owner, changing, 24, 53–54
ownership of, 53
red asterisks next to, 37
relationships between. See lookups
with scripts, editing, 24
selecting, 22, 51
selecting all, 22
selecting multiple, 23, 24, 202
sharing, 51, 425
sorting, 20–22
status, 49
status reasons and values, 50
storage limit, lack of, 19
URLs for, 53
viewing all, 19

red	asterisks	next	to	attributes,	37
Refresh	button,	23
refreshing	linked	worksheets,	386
refreshing	views,	23
Regarding	fi	eld	(activities),	63–67,	425

e-mail message tracking and, 97, 98
Look Up button and, 65
previewing, 99
setting, 99

Reject	button,	268
rejecting	knowledge	base	articles,	268
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related	records,	aggregating,	63–64
relationships

between contacts, 41–42
between customers. See customer relationships
in databases. See lookups
between marketing campaigns, 198–199

reloading	views,	23
removing

contacts, 103
contacts, and Outlook synchronization, 101–104
duplicate records, 317
e-mail messages, from queues, 295
knowledge base articles, 266–269
lookup values, 29
marketing list members, 171–173, 175–176
notes, 78
practice fi les, xxv

renewing	contracts,	292–293
reopening	opportunities,	132–133,	425
Report	Scheduling	Wizard,	364–367
Report	Wizard

creating reports with, 351–356
editing reports with, 357–360
launching, 351
overview of, 350

reports.	See also	SQL	Server	Reporting	Services
for campaign activities, 231–233
categorizing, 369, 372
columns, adding, 353
creating with Advanced Find. See Advanced Find
editing, 357
Excel. See Excel reports
exporting to other formats, 357
grouping fi elds, adding, 352–353, 358–359
for marketing campaigns, 230–231
for opportunities, 127–129
refi ning output, 357
running, 356–357
running from grid toolbar, 371
running from within records, 370
scheduling, 364–367
sharing, 361–363, 394–397
sharing, default settings for, 361
sharing with entire organization, 362
sort order, changing, 354
uploading to Reports area, 394–397
width considerations, 359

Reports	area,	uploading	reports	to,	394–397
Reports	button,	127,	230
resolving	cases,	245–246,	291
resolving	e-mail	messages	to	contacts,	100
Resource	Center,	32
revenue	settings	for	opportunities,	124
reviewing	knowledge	base	articles,	260–261

revising	quotes,	155–156
roles

assigning to customers, 46
referenced in book, xii

running	heads,	xix
running	reports,	356–357

from grid toolbar, 371
from within records, 370

S
sales,	integrating	with	service,	36,	237
sales	literature,	195

creating, 197
sales	module,	5
sales	opportunities

closing, 130–131
converting activities into, 70
converting leads into, 120–121
converting marketing list members into, 179–181
creating records for, 125
defi ned, 118, 424
estimated close dates, 124–125
forecasting with, 126–129
vs. leads, 118
overview of, 123
probability, searching by, 326–328
probability of winning, 124–125
products, attaching to, 149
products, copying to quotes, 150
records, viewing, 357
reopening, 132–133, 425
reports, default, 127
revenue settings for, 124
system views for, 126
tracking, 123, 126–129, 149

sandbox	environments,	xi
Save	And	Close	button,	40
Save	And	New	button,	152
Save	As	button,	109,	335
Save	As	Completed	button,	244
saving

Advanced Find queries, 334
cases, 241
e-mail messages, 101
quotes, 145
views, 335

scheduling	reports,	364–367
scripts,	editing	records	containing,	24
searching	for	records.	See	fi	nding	records
searching	the	knowledge	base,	263–265

by exact text, 264
security	roles	referenced	in	book,	xii
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selecting
records, 22, 51
records, all, 22
records, multiple, 23, 24, 202

Send	button,	99
Send	Direct	E-Mail	button,	84
sending	direct	e-mail,	83,	84
sent	e-mail	messages,	viewing,	100
service,	integrating	with	sales,	36,	237
service	activities,	61–62.	See also	activities
service	agreements.	See	contracts
service	contracts.	See	contracts
service	module,	5
service	queues,	53

accepting cases into, 300
assigning cases to, 294, 298–299
creating, 294, 296–297
defi ned, 424
e-mail addresses, associating with, 295
e-mail messages, removing, 295
overview of, 277, 294
viewing available, 296

service	requests.	See	cases
Service	template,	279
services.	See also	products

targeting in marketing campaigns, 195–197
tracking, 143

Set	Parent	button,	93,	95
Set	Personal	Options	dialog	box,	31
Set	Regarding	button,	99
settings,	user

accessing, 29
setting, 30–31

Share	privilege,	334
sharing	records,	51,	52–53

ad hoc, 51
defi ned, 425
permissions, setting, 52–53

sharing	reports,	361–363,	394–397
default settings for, 361
with entire organization, 362
Excel, 381

sharing	views,	334,	336–337
security privileges and, 334

ship	to	addresses,	adding	to	quotes,	145–149
shortcut	addresses	for	records,	53
Show	Details	button,	338
sorting

Advanced Find results, 332–333
reports, 354
views, 20–22

sources,	lead.	See	lead	source
spreadsheets,	attaching	to	records,	47–49
SQL	Server	Reporting	Services.	See also	reports

vs. Advanced Find, 347–348
output formats, 347

overview of, 347
Report Wizard. See Report Wizard
reports included with, 348–349

staging	environments,	xi
start	page,	changing	default,	30
static	data	exports	to	Excel,	377–381,	425
status,	record,	49

reasons and values, 50
status	reasons	for	cases,	updating,	246
sub-accounts.	See also	parent	accounts

defi ned, 425
information carried from parent account, 39
overview of, 39

subjects
creating, 251
defi ned, 250, 425
for knowledge base articles, 256
sample organization of, 251

support.	See	customer	support
synchronization	in	Microsoft	Dynamics	CRM	for	

Outlook,	91,	96
default settings, 92
deleted records and, 101–104
manual, 92–93
settings, modifying, 96

System	Calculated	opportunities,	124
system	jobs,	scheduling,	314

T
table	of	contents,	xix
targeting	marketing	lists,	193–195
tasks,	61.	See also	activities

closing, 66–67
completion dates, setting, 65
creating, 192
deleted, synchronization with Outlook, 102
duration, setting, 244
for marketing campaigns, 191–193
marking complete, 66–67, 244
synchronizing between Outlook and Microsoft 

Dynamics CRM, 91, 96
tracking, for leads, 202–206

teams
adding to contacts, 52–53
overview of, 51

templates
for contracts. See contract templates
copying marketing campaigns as, 200–201
creating, 200
deactivating, 270
for direct e-mail, 83, 424
for knowledge base articles, 270–273
for marketing campaigns, 200

templates,	Word,	182
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test	environments,	xi
thumb	tabs,	xix
time	zone,	setting,	30
Tip	paragraphs,	xx
to-do	lists	for	marketing	campaigns,	191–193
toolbars

application menu, 17
entity menu, 18
grid, 17

Tools	menu,	17
Track	In	CRM	button,	95,	425
tracking

campaign records, 189
campaign responses, 223–224
follow-up tasks, for leads, 202–206

tracking	activities	and	notes
benefi ts of, 59
examples of, 62

tracking	contacts,	93,	94,	95
deleted, 104

tracking	e-mail	messages,	98
tracking	leads,	118

disqualifi ed, 122
tracking	opportunities,	123,	126–129,	149
tracking	quotes,	143
tracking	records	in	Microsoft	Dynamics	CRM	

for	Outlook,	91
trigger	events.	See	workfl	ow	rules
Troubleshooting	paragraphs,	xx

U
uninstalling	practice	fi	les,	xxv
Unpublish	button,	267
unpublishing	knowledge	base	articles,	266–269
URLs

copying, 53
for individual records, 53
localhost, 106

USE	paragraphs,	xix
user	interfaces.	See also	Microsoft	Dynamics	

CRM	for	Outlook;	Web	client
choosing, 6
components of, 17
personal options in. See personal options

user	options
accessing, 29
setting, 30–31

User	Provided	opportunities,	124
users

assigning records to, 53–54
inactive, and record ownership, 54
queues, 53
teams of. See teams

V
View	Regarding	button,	99
views	(data).	See also	records

column width, changing, 19
defi ned, 425
fi ltering records in, 26
modifying, 328
for opportunities, 126
overview of, 17
record storage limit, 19
refreshing, 23
saving, 334, 335
selecting all records in, 22
selecting records in, 22
sharing, 334, 336–337
sharing, security privileges and, 334
sorting data in, 20–22
in Workplace, fi ltering, 81–82

W
Web	addresses.	See	URLs
Web	client,	6

defi ned, 425
wildcard	characters	in	searches,	26
Windows	Live	ID,	logging	on	with,	9
Windows	XP,	differences	in,	xv–xvii
won	opportunities.	See also	opportunities

defi ned, 130
reopening, 132–133

Word.	See	Microsoft	Offi	ce	Word
workfl	ow

defi ned, 60
sending order information with, 143

workfl	ow	rules
creating activities with, 60
trigger events for, 60

working	offl	ine	in	Microsoft	Dynamics	CRM	for	
Outlook,	104–106

Workplace,	81–82.	See also	Calendar
activity management with, 80
defi ned, 425
fi ltering view of, 81–82
overview of, 79

worksheets.	See	Excel	reports
Write	privilege,	334
write-in	products,	151

creating, 152–154
defi ned, 151, 425

written	quotes.	See	quotes
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