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World-class customer experiences start with your people. 
Microsoft Dynamics® CRM business software arms your 
customer service professionals with a customer service and 
support solution that combines the power of productivity 
with ease of use. Users can take advantage of a wealth of 
features like case management, workflows, dashboards, and 
knowledge management right within the Microsoft® Outlook® 
client so they can work in a way that is natural and personal 
to deliver consistent, fast, and efficient service.

Streamline case resolution using an intuitive user interface that 
simplifies common tasks and provides powerful inline data visualisation 
capabilities that turn data into actionable insight. 

Become a Dynamic Business 

Your People:  
Boost Service Productivity 

People want access to tools that are 
familiar, easy to use, and purposeful. 
With the familiar Microsoft Outlook 
interface, role-based forms, and 
embedded Microsoft Office features, 
Microsoft Dynamics CRM minimises 
administrative tasks and gives your 
customer service professionals 
more time to focus on their core 
competency—servicing customers. 

Your Processes:  
Drive Service Efficiency 

Processes that are efficient and 
consistent help drive higher levels of 
service quality while also minimising 
costs associated with service delivery. 
With powerful workflow capabilities 
and guided service processes, you 
can expedite approvals, streamline 
escalations, and improve the efficiency 
of the overall service process.

Your Ecosystem:  
Engage with Precision 

Customers and partners expect 
service that is fast, accurate, and 
directly suited to their needs. With a 
360-degree customer view, holistic 
case management capabilities, 
insightful analytics, and multi-channel 
communications support, your customer 
service professionals can engage 
with customers with precision and 
consistency.  
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Familiar: Customer service capabilities that 
are natural and personal
Streamlined Case Management: Take advantage of 
intuitive case management capabilities to streamline case 
creation, tracking, resolution, and escalation. 

Native Outlook Client: Centrally manage contacts, 
calendaring, service tasks, and email through a familiar 
Microsoft Outlook interface for improved efficiencies.

Advanced Personalization: Spend less time looking for 
information and more time serving customers with personal 
views, most recently used lists, and record pinning.

Full Interaction History: Track the details of every 
interaction, including offers, orders, contracts, and cases, 
so you can provide the right service at the right time.

Service Response: Enable faster, more effective 
responses with built-in mail-merge, email templates, and 
one-click conversion of email messages to cases.

Intelligent: Information that is insightful  
and actionable 
Service Scheduling: Manage field service appointments, 
facilities, and resources with the powerful unified service 
scheduling feature.

Purchase History: Track product purchasing history, 
contracts, and key renewal dates so agents can take 
proactive action and offer relevant services or products.

Insightful Service Analytics: Deepen insight with out-
of-the box or configurable dashboards, drill-down analysis, 
and inline data visualisation capabilities.

Service Queue Management: Build queues against 
any entity, user, or team and streamline work state 
management for improved efficiency.

Service Record Auditing: Improve visibility into service 
and support activities and effectively meet service level 
agreements (SLAs) with system-wide auditing.

Guided Service Processes: Streamline case resolution 
and escalations with guided dialogs, automated 
processes, and conditional formatting rules.

Service Goal Management: Instantly track service goals, 
such as first call resolution, average call time, and more 
with comprehensive goal management capabilities.

Connected: Service that is collaborative  
and responsive
Centralised Document Management: Manage cases, 
service contracts, FAQs, and more with embedded 
Microsoft SharePoint® document management 
capabilities.

Knowledge Management: Up-level your customer 
service skills by creating, retrieving, and sharing 
knowledge through a shared knowledge repository.

Service Team Management: Facilitate internal 
collaboration and coordinated problem resolution 
with team management capabilities and real-time 
communication tools.

Web Self-Service: Empower customers to find 
answers, create their own cases, and schedule service 
appointments through the web 24 hours a day, 7 days a 
week.

Unified Desktop: Use your CRM solution to deliver a 
unified service desktop that combines service applications 
within a single, streamlined interface.
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About The CRM Business

The CRM Business is a Microsoft Gold-Certified partner with over seven 
years’ experience working exclusively with Microsoft’s CRM products. 
From our offices in Sheffield and Manchester, we work with customers 
across the UK, from small businesses to large enterprises, delivering 
both online (hosted) and on-premise Dynamics CRM solutions. Our 
dedicated team of Microsoft-certified consultants provides tailored 
training, remote assistance technologies and break-fix support. 

Free 30-day trial of Microsoft Dynamics CRM Online 

We are delighted to offer a 30-day free trial, including a remote product 
demonstration and technical support. With individual logins for up 
to 20 users you can evaluate the system in your own time and truly 
understand how it could benefit your business. To sign up, call us on 
0870 766 9875  or visit www.thecrmbusiness.com

The CRM Business

Manchester office: The CRM Business,  
Manchester Business Park, 3000 Aviator Way,  
Manchester M22 5T

www.thecrmbusiness.com

Sheffield office: The CRM Business,  
Electric Works, Sheffield Digital Campus,  
Sheffield S1 2BJ

Telephone: 0870 766 9875	  
Email: enquiries@thecrmbusiness.com 

“The CRM Business are professional, 
helpful and innovative. They completely 
project managed our transition to CRM 
and are always promptly available as 
and when we need them. They really 
understand our business and are 
constantly devising innovative ways 
to integrate CRM into what we do.” 
Dave Sargent Elite Telecom

“We use CRM for planning and scheduling 
training as well as for managing our 
sales process. When The CRM Business 
upgraded our system they took the time 
to fully understand our requirements 
and customised it to exactly meet our 
needs, including creating extensive 
custom reports. All of The CRM Business 
consultants, developers and support staff 
demonstrate impressive knowledge and 
are a pleasure to work with.” 
Peter Hitchen Instep UK
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