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Business Technology Solutions

FORVIS provides enterprise resource planning (ERP) and
customer relationship management (CRM) platform analysis,
design, implementation, upgrade, training, and support services.

Microsoft Partner salesfoce) PARTNER

In addition, our Insights & Automation team provides business
intelligence (Bl) and robotic process automation (RPA) services.
Our Marketing Consulting team provides marketing automation
platform and marketing campaign support services.
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Solution Provider

From sales forecasting to financial reporting,
learn what CRM and ERP technologies can do.
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What Is CRM?

Traditional CRM Components

= Sales =  Marketing

- Lead management - Campaigns & Customer

- Account & contact Journeys
management - Segmentation

- Opportunity/pipeline/ - Lead Scoring & Data
forecast tracking Capture

- Quote management = Customer Service

- Orders management - Case Management

- Activity tracking _ SLAs

- Knowledge Base
- Customer Surveys
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What Is CRM?

Business Benefits Gained

=  Collaboration across the business

= Efficiency & productivity

=  Standardization of processes & data
=  Automation

=  Centralization of data

=  Awareness/insights

Attainment of Business Goals

=  Growth

=  |nnovation

=  Expansion

= Value-added long-term customer relationships
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Why Use a CRM?

= No centralized, easily accessible system in place for sales

=  Too many manual, time-consuming processes

= Cannot measure effectiveness of sales, marketing, or
customer service

= Complex sales process

=  Low sales productivity

=  Relationship tracking not captured or centralized

= Reporting & data analytics not easy to get or not accurate
=  Sales & marketing teams aren'’t aligned

=  Customer data is replicated & maintained in multiple
systems

m Customer retention concerns

=  Lack of collaboration & insight across the business

FORV/S



What’s the Most Common
CRM Challenge?
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What’s the Most Common
CRM Challenge?

User Adoption!
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Common User Adoption Challenges

Lack of awareness s, 1 Lack of training X I;rge-consummg to
v~ Resistance to Mistrust/confidence
/ change =EBK I S pIpe in tool
Lr;?gle“ty 9 (1= Data quality issues Security concerns
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The Benefits of CRM User Adoption

»-

The average ROI for CRM spending Companies that implement CRM 47% of companies saw their
is $8.71 for every dollar spent can see a 300% increase in customer retention rate increase
conversion rates when they started using CRM

Source: https://www.zippia.com/advice/crm-statistics/
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CRM User Adoption Guiding Principles

CRM strategy
& vision

FORV/S

Leadership
support

Understanding
your
end-users

J

Focus on
process

Commitment to
simplicity

J




CRM User Adoption: Let’s Talk Tactics

Communication
=  Why we are using CRM (& this platform)

[/

= How individuals & teams should use CRM (training) New Win

= How we are using CRM to drive business decisions

Announcement

=  Benefits to individuals
= Future enhancements, road map, collect ideas f /

= Share success stories & wins FORV/S

= Integrate CRM into your business development & meetings
= Include “CRM?” in your company-wide communications
=  Where do users go for help? Create a go-to landing page on your Intranet

FORV/S



CRM User Adoption: Let’s Talk Tactics

User Experience

= Keep your users top of mind when designing & updating CRM Newtesd Lea}cc!osrorté;c;r;%r; be used e
n Involve your users in design & do your research before design B N — ”fa' decisions —O-
] Make CRM user friendly Summary Detale_FHes
. Declutter the user interface o
Topic *Interested in purchasing ... 9 g Notifications
. Personalize the CRM experience for your users  Steve :
Capturing as much enable this conte
= Organize screen layouts so they make sense (Ask) o T I
= Keep CRM current, remove outdated or non-utilized fields st 555,261 qualgg:fgrzc{:we
most there
n Process evaluation oSS '
- Start with one process if needed (Leads, Opportunities, etc.) e

. Mobile app & use cases
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CRM User Adoption: Let’s Talk Tactics

Automation
. Business rules, workflows, Power Automate Cloud Flows, custom development, Copilot, & Al
. Many use cases:

Assignment notifications plus process if no action taken (Leads, Accounts, Opportunities, Cases)

Report unassigned leads, changes in lead scoring, & automated assignments based on
engagement

]Icf the expected close of an Opportunity is in the past, recommend user update value while on the
orm

If an Opportunity has a value over $X, show a manager approval field & make it required

V\Ilher:jan Opportunity has been won, update the related account to “Customer” if they weren't
already

Run a flow weekly that identifies overdue, open Opportunities for a user & send an email to the
user with an embedded table & links

When a new user is licensed, automatically assign the person a security role in CRM
The list is endless—& with the addition of Al, what you can do is mind-blowing!

FORV/S
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CRM User Adoption: Let’s Talk Tactics

Data Integrity
- Do you trust your CRM data? et sty ety s o ot .
=  How clean/complete/accurate is your data? T et .
= Are you collecting the right information? Too much, too little? Dmc o
= Is your CRM system the single source of the truth? ey oy __ -
= Integrations with back office, marketing automation, website,

webinar platforms, etc.

=  Provide clear instruction to your team members about how your
CRM system should be used, & what will happen if your data How to Set Up |
quallty erodes Duplicate Detection in Mege | Cancel |

Microsoft Dynamics 365

= Audit your CRM data regularly

= Have a data plan (now & in future)

FORV/S
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CRM User Adoption:
Let’s Talk Tactics

Keep Evolving Your CRM

Collect enhancement ideas from users

Develop a process to review, prioritize, &
communicate updates

Publish your road map (& keep it updated)

Expand use of CRM beyond sales, marketing,
& service

Stay current with new releases from CRM
provider

Use your CRM consulting partner as a guide
for insight into product updates/releases

BN MALseseafe

Watch on (£ VouTube

Stay aligned with your vision & CRM strategy

FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.



CRM User Adoption: Let’s Talk Tactics

Training | 000 - Video Library
> n"?'u"m Instructions (1 minute)
= Create & maintain your training plan "

- 010 - CRM Support and
5 |FERE LA Enhancement Process (...

= Have multiple ways to train R >0 | I

090 - Reports (14 minutes)
lvpcrm

~ | CAH FOS0IL B B4R

= Offer structured training before, during, & after go-live

097 - Dashboard 97 (8
minutes)

i A

i
[~
@

= Have a plan to train new employees [

lvperm

=  Provide easy to find on-demand videos & resources /_7 ' eduling Reports (17

=  Provide user group webinars, lunch & learns, office

Mavigation (34

hours, etc. Microsoft Dynamic’ﬂ
Sales 101
u Leverage your CRM Champ|ons WATCH NOW App for Outlock (12
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Measuring User
Adoption

Tracking User Adoption

Hold users accountable & communicate expectations
Are licenses being used? Reduce/re-allocate?
|dentify metrics to measure end-user adoption
Dashboard & View examples:
How many opportunities have users created in the last
30 days?
How many activities did users complete in the last 30
days? T
What data have users created or updated in the last
30 days?
What is the login rate over the last 7 days?
Who is logging in? (Also, who is not logging in & why?)
Tie CRM user to job/role success, e.g., logs into CRM
daily = closes deals faster

FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.



Learning Tools
& Resources

FORV/S

FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.
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Microsoft “Learn”

Microsoft Learn has
nearly 3,000 modules &
learning paths on various
Microsoft technologies

FORV/S

MODULE

Boost sales performance with
Microsoft Copilot for Sales

@ 31 min
Microsoft Copilot + Business User « @
Beginner

@ Add

MODULE

Set up and configure Dynamics 365
Sales

@ 57 min
Dynamics 365 « Business User « Jlg
Beginner

@ Add
MODULE

Manage Dynamics 365 model-driven
app settings and security

® 20 min
Dynamics 365 « Administrator «
Beginner

@ Add

MODULE

Explore Dynamics 365 Sales

@ 1 hr 26 min

Dynamics 365 » Business Owner «
Beginner

@ Add

MODULE

Manage leads with Dynamics 265
Sales

@ 1 hr 20 min

Dynamics 365 «
Functicnal Consultant « Intermediate

@ Add

MODULE

Manage relationships with
relationship selling in Dynamics 365
Sales

@ 1 hr14 min
Dynamics 365 - Q
Functional Consultant « Intermediate

@ Add

LEARNING PATH

Explore the fundamentals of
Microsoft Dynamics 365 Sales

© 2 hr 18 min

Dynamics 363 « Business Cwher « ,&
Beginner

MCDULE

Manage opportunities with Dynamics
365 Sales

@ 1hr13 min
Dynamics 363 « 0
Functional Censultant » Intermediate

® Add

MCDULE

Use Microsoft 365 services with
model-driven apps and Microsoft
Dataverse

@ 1hr 14 min
Dynamics 365 « Business User » @
Intermediate

@ Add

MODULE

Describe Dynamics 365 Sales
capabilities and related apps

@ 52 min

Dynamics 365 « Business Owner »
Beginner

@ Add

MODULE

Get started with Dynamics 365 Sales

@ 33 min

Dynamics 365 « Business User «
Beginner

@ Add ‘

MODULE

Process sales orders with Dynamics
365 Sales

@ 51 min
Dynamics 365 - e
Functional Consultant « Intermediate

@ Add



https://learn.microsoft.com/en-us/training/

Save 10% with

Dyn am ics code FORVIS10 >>
Conferences

[/ (x communiry
43 SUMMIT

2024
PREMIER

2 COMMUNITY

The Largest Independent
Microsoft Biz Apps

Community Education Event
Oct 13-17, 2024 | San Antonio

FORV/S stsoon 1609

I rought 1o you
DYNAMICSCON SUBMIT A SESSION % - 4 HOME  AGENDA v  ACADEMYCLASSES  SPEAKERS v  SPONSORS v  MORE v
NOVEMBER 2024 » SUMMIT ) Communities

=
NOVEMBER 13, 2024 '
WEDNESDAY SAN:;MIP NIO

S A

OCTOBER 13-17, 2024 J ACADEMY
SAN ANTONIO, TX "

WELCOME COMMUNITY!

The largest independent innovation, education and training event for
Microsoft business applications delivered by Expert Users, Microsoft
Leaders, MVPs and Partners.
TRAINING ACADEMY
500+ GP/D365/Power 30+ Deep Dive/Hands-On
Platform & Al Sessions Classes with CPE Credits
TECH MEDIC EXPO FLOOR

Live In-Person Help Desks for ERP, 200+ Partners to Fill Voids
CRM & Power Platform In Your Microsoft Systems

3 I!"IAIIICSCGII LIVE SUBMIT A SESSION | REGISTER BECOME A SFONSOI /

N
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Salesforce “Trailhead”

Trailhead iS for everyone; %' BéilscoverSalesforce Essentials ol

Learn how to use Essentials and why it's an ideal solution for your small business.

it covers topics & learning
modules for anyone using N

ok Discover Sales Cloud
-

. Module Grow your business and boost productivity with Sales Cloud.
Salesforce, from admins &
Grow your business, boost productiv

developers, to sales : i~
— Get to Know Salesforce
I ead e rS & e n d u Se rS ‘ T:f ‘ | + ‘ Transform your business and create deeper customer relationships with Salesforce.

+500 Points ~25 mins
Boost Sales Productivity with Sales Cloud CRM Tral %]~
~5 mins #%s Accelerate Your Sales Team with Sales Engagement

Leverage work queues and sales cadences to improve your sales outreach.

Grow Your Business with Sales Cloud +1,100 Points ~1 hr 5 mins

~5 mins
Measure Sales Metrics that Matter

~5 mins

Maximize Productivity with Sales and Service CRM

-5 mins

FORV/S


https://trailhead.salesforce.com/

Salesforce C

erences

My Closed Bus My Fipeiin

/W/\ l

R L My Foreca

FORV/S

September 17-19, 2024 | San Francisco & Salesforce+

re AN AFO 'x@a

Dreamforce Is returning to San Francisco & Salesforce+ from September 17-19, 2024, Mark
your calendars for an eplc celebration of customer success and the most impactful event

for your business.

Salesforce+ Home Events v  Original Series v  Categories v My Lis

@ COMING SOON

connections
A

The data and Al moment where it all
clicks. Coming soon to Salesforce+.

Make data + Al your trusted superpower with 25+ sessions and inspiring product demos. We've
got the experts, the big news, and the learning to help you turn insights into actions, streaming

for free.

() EVENT - MAY 22 - 23, 2024

5 Register for free



Final Tips

Hold Users Accountable

n Users perform better & meet expectations more often when P
they have defined clear expectations . .
= Set clear attainable goals for each o Qulty — — o

user/department/company
- Set stretch goals

" During one-on-one meetings, coaching sessions, etc.,
use CRM as a coaching tool to hold users accountable
=  Create a competition for your team based on using CRM |
0 °

- This reinforces the basics of CRM
- Promotes the use of CRM
- Satisfies the “what’s in it for me” barrier

FORV/S



If It’s Not
in CRM ...

It Doesn’t Exist!

FO RVI S
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Resources
.

Don't Put Off Your
CRM Spring Cleaning:
11 Areas to Clean Up

AEAD MOW

FORV/S

VIDEO

How to Use Salesforce
Flow & Automate Workflows

ATCH NOW

)

FORV/S

N

WEBINAR

Salesforce Sales Cloud vs.
Service Cloud: Finding What Fits ]

Wednesday, May 1 ¢ 1-2 p.m. ET

[ FORV/S

WEBINAR

Boosting Sales With
Microsoft Dynamics 365 LE

Ay, April 17

https://www.forvis.com/forsights

~ ARTICLE

BUSINESS TECHNOLOGY SOLUTIONS

New Time-Saving
Features for Sellers in
Dynamics 365 Sales

LEARN MORE

FORV/S

BUSINESS TECHNOLOGY SOLUTIONS

Salesforce List
Views 101

WATCH NOW

FORV/S


https://www.forvis.com/forsights?Services=BusinessTechnologySolutions

How We Can Assist

Digital e Digital
Transformation g@ Transformation
Strategy Execution

Technology Vision & Execution

Solution Execution Project Management
«  Current/Future State Business & IT Review _ o
_ _ _ ! * Business Process Assessments *  Project Monitoring & Management
+  Solution Assessment, Selection, & Licensing
« Platform Selection *  Project Audit & Stabilization

+  Execution Planning
* Design, Build, & Support
Organizational Change Management

Existing Solution Analysis & «  Supply Chain Assessments
R dati . iti [
ecommendations L Seles & ereiing CansllEien Transition Readiness
«  Project Rescues . *  Change Management
o «  System Integrations
* Migrations/Upgrades . «  End User & Administrator Training
S _ « Upgrades & Migrations
»  Optimization/User Adoption «  Post-Implementation Support

* Business Intelligence & Analytics

FORV/S



Questions?

FORV/S
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Thank you!

forvis.com

The information set forth in this presentation contains the analysis and conclusions of the author(s) based upon his/her/their research and analysis of industry information and legal autherities. Such analysis FO R VI s
and conclusions should not be deemed opinions or conclusions by FORVIS or the author(s) as to any individual situation as situations are fact specific. The reader should perform its own analysis and form

its own conclusions regarding any specific situation. Further, the author(s) conclusions may be revised without notice with or without changes in industry information and legal authorities.

FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office. © 2023 FORVIS, LLP. All rights reserved.
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