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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

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.

FORV/S

. ORACLE
Migrosoft  (Sogo porr)  eriure

Solution Provider

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

= Key actions to help drive user adoption

= Customization options to tailor CRM to
your organizational needs

=  Automation & insights in CRM
= Sales pipeline progression
= Questions

FORV/S



User Adoption & Implementation Success

= Clearly defined ‘what’ & clearly articulated ‘why’

= Leadership engagement from top down that’s very visible to users
= Define specific use cases & the personal/business value

= Make the CRM system part of daily activities

* Find early adopters & leverage them

= Prioritize & require user training

= Gradually evolve & enhance the system after the foundational/initial launch

FORV/S



User Adoption &
Implementation
Success

* Provide resources specific
to your Dynamics 365
system for users to

reference O O O

= \Work with an experienced 1
advisor to continue to M ICI‘OSOft
enhance the system over Pa rtner

time
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Sales Process

Create Leads

Convert Leads into revenue
generating Opportunities

Close Opportunity as Won

Sales reporting along the
way

FORV/S
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Lead to Qpportunity Business Process Flow
TN T
© M

Tom
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[ Tom calls lead with lead
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Business card Lead entered Tom interacts Lead Opportunity
received at in Dynamics with Qualified created
trade show colleagues

through
@ record posts
Call notes
captured
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Lead

Potential customers who have shown

Lead source can be used

New Lead - Unsaved Trade Show Warm New

interest in your products or services Lt for reporting and lesdSource  |Rating | Status
— @ strategical decisions 7\
Expressed interest by requesting Acive fo s than one . Quaify (< 1Min) B Develop & Propose
more information on your website Summary Details Files
Started following your organization Contact Up next Assistant
on SOC|a| med'a _— *  Interested in purchasing .. @ Upcoming activities will appear here N
Responded to an advertising or First Name * Steve Ihie record hasn't
: : Capturing as much enable this conte
email fampaign Last Name * Campbell « information as possible on
the lead assists in
. . 0 y ob Title residen ' H
An existing client or someone you've o Presden Ao CRE TS
never done business with before Business Phone 701 555-2619 IR
Almost there
Mobile Phone 701 555-2947 &
. . Select Save to see your timeline.
The first step in the sales process o eve@eampiecom
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Lead
Management
Tools

Duplicate detection rules

Custom fields specific to
your sales process

Activities to track your
communication with the
lead

FORV/S

Duplicate records found bt

Merge to an existing record by choosing a record from matched list and clicking merge. To procesd without merging,

chick lgnore and save, Learn more

Current record

~" | Account Name Email Primary Contact ™ Main Phone ™ Website

A Datum Comp... 425-555-0158

Duplicates found: | Accaunt (1)

& | Account Mame Madified COn ™ Main Phone ™ Website ™

A, Datum Corporation BM12/2023 6212 P 425-555.0158 httpy/fwenw ad atum....




ead Analytics

Lead Views
Lead Assignment
Lead Focused View

Activities to track your
communication with the
lead

FORV/S

e =v ¥ NI

My Open Leads -

& B save A Assign  [i] Delete | v

V¥ Name 9
@ Jabex Parker 98
Sales Manager = Proseware Inc

E Intro email..  2022-10-10 1100 AM

. a Winford Asher 95
Cafeteria Manager » Fabrikam Inc.
Kenya Brady 94
-
Stare Manager « Consolidated Me...
™ Prepare quote 2002-10-10 05:00 AM
b *\ Gerald Stephens 92
Cafeteria Manager « Alpine Ski House

A Q Ivan Cashin

Purchase Specialist » Northwind Traders
A e Hale Griffiths 2
¥ Facility Manager « Northwind Traders

S Intro email.  2022-10-10 05,00 AM

A a Harriet Parrish 86
¥ Cafeterla Manager « Lucerne Publish,.,

. &5 Rachel Michael 13
w Purchasing Director = Alpine Ski Ho...

&, Intre phene cal 2022-10-15 1:00 PM

_& Hillary Reyes Be
_ e

> Jabex Parker
Lead - Lead v

8/29/2022 $15,000.00 In progress

Est. Clese Date Est Reverise Status

Daisy Philips .. ~

CRR e

F Y 7~
Lead sales process 1) @
Active for 4 days Qualify Develop Close
Summary  Relationship Analytics Detasls Related
Contact Information Up next &
First Name * © Jabex Sequence: New deal propasal 191 prospects coming from
— B & Introduction call
ast Name * @ arker
' Step 1 = Due by 8/22/2022 by 1030 AN
Job Title Sales Manager 2 Email () Mark complete
Account Name Proseware Inc
=2 Share product detalls
Ernail jabexparker@ prosewareing com Step 2
R w3 z
Business Phone (252) 555-0126 & £ o 2 days 6 hours
¥ Create a task
Mobile Phone (+1) 555-0124-339 (5 Sup3
Lead score O Timeline 'I“ Y =

Grade A
~2 Improving

4 Security is @ strong industry
¥ Budget is lower than awerage

s was detected in a recent email

2 Search timeline

Enter a note

@ £33 Email from Harry Broan
Verily meeting next week

02022 211 M WV




Lead to

Opportunity ,

= After a lead meets your .
organization’s qualification Linked to new or
criteria, the record can be existing account
qualified as an Opportunity. If the Lead Reactivated ————

criteria isn't met, the record can
be disqualified with the ability to S Fg%

Lead Qualification Lifecycle

reopen later if needed

Opportunities in Dynamics 365 A | Opportunity
must be associated with an Qualify Created
Account or a Contact

Lead
Companies are created in YES —
Dynamics 365 as Account
records

=e—|i1}}| —

Linked to new or
existing contact

Individual people are created in

Dynamics 365 as Contact
records

FORV/S




Opportunity

< B o Save @ Save&Close -+ New (D Refresh @ CheckAccess [ CloseasWon () Close as Lost Recalculate Opportunity R, Assign : |# Share v
u An eXIStI ng CI [S nt or someone X N R X Ly Business Process Flow provides guidance 1/4/2022  $24,995.00  In Progress v
] . . Opportunity - Opportunity throughout the SG/GS /’.fe_cycle' Est. Close Date Est. Revenue Status
you’'ve never done business with | S ke O
Opportunity Sales Process W/

Active for 18 days Qualify (18 D)

Develop Propose . G z

b f Assistant provides reminders on

eiore Summary  Prod| """ 4 callad related events.

+ Identify Contact [R Heriberto Nath... ‘
T h O t .t . t d h W v/ Identify Account {8 Northwind Trad... Tintine + Y IE Assistant
e ppor un I y IS Crea e W en : L Search timeline
. . . . T v/ Purchase Timeframe Unknown i
your lead or existing client is 2 trvraote. ' -
Account +/ Purchase Process Unknown Ll 1reminder A

a I m OSt re a d y to b u y il b » Modified on: 10/30/2022 11:58 AM Opportniy’s dose date has

. Maker & completed [Z] Meeting from: 2 Jeremy Closed 2 B B W passed

v/ Capture Summary Supply coffee Discuss service warranty 5 Café BG-1 Pro Grinders for
Northwind Traders

marchinec for

Currency

View more Vv

Opportunities are the second

Modified on: 10/30/2022 11:58 AM
[2] Task modified by: K v B B W

Budget Amour

Step in the SaleS prOCGSS_ AS a Each stage in the business process flow — S
ege contains steps to be completed that Review/pricing proposal with finance
result, Opportunities allow you to assist in closing the opportunity. RN Y Yo
Stakeholder
track more specific details than o ckefints || @ (WeShdmAE |
their new Building 7 Email from: 2 CDS System Overdue E w @ Miguel
Lea d S !Fn;;zil;:)trizr;i::! valued customer and share details on the interest... el
View more N
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Timeline + Y 1T Ast

Opportunity 2 s @ s ,,.
Management

& Enter a note... = Email

B Meeting Adding activities are a
Q Modified on: 10/30/2022 11:58 AM great way to track
R, Phone Call . .
interactions and/or

7] Meeting from: 2 Jeremy Johnson Closed

= Track activities such as client - — - e e
communication & internal Start Time: 10/28/2022 8:00 AM ' 0 tunit
action items using the View less sl PROFEURILY.
Timeline [ Session

@ Modified on: 10/30/2022 11:58 AM = i
USG the Assistant tO get a [-] Task modified by: ~ Derik Bormann A s

Overdue @3 OneNote

summary of what’s going on -

Wlth the Opportunlty UpOn B Assistant pfOVidES reminders on R £ F New () Refresh B Close as won| & Close as Lostl
Lync subscription

g 4 ‘ ‘ Opportunity - Opportunity

Close Opportunity as Lost if Assstant : InProgress | Brenden Thiel

the sale doesn’t continue. a ot Close Date | Tt Revenue | St e

Otherwise, the Opportunity ————— ®

can be closed as Won so you 0 M " Adne fo 3 days £l EEL

can proceed W|th the Sa|eS = g:szzgumtylsc'osedatehas Summary Productline items Quotes Files Related

process Nomwind Taders
Topic “  Lync subscription Timeline
Contact [E] Maria Campbel Frteranote
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Sales Reporting

= Dashboards, Views, Export to

Excel My Open Opportunities t columns f P F
Total dea’s 10 Ppelinevalue $333,05800  Number of deals in pipeline (] ¥ Combio - F O LS
Deal tracker  Sales funne 1 Café Grande Espresso Machine for Alpine Ski =
House

Opportunity Pipeline View:
Opportunity score, estimated or - . =
actual close date, estimated or |

actual revenue, opportunity ' i
grade or pipeline phase o

. . - Currency * & US Doliar x
MetrICS’ Charts’ Inllne Edltlng, & Topic® T ~ Poténtia.. *~  Esclose date - Est revenue ~  Comtact ~ Aceoum v Probability = Rating
B t amount

. 1 Cafié Grande Espresso Machine for Alpine ... Alpine Sk. , 300 Cacifia Vi... Alpine Sk. 7 o i i
S u m m a l‘.y P reVI eW | | 10 Airpot XL Coffee hMakers for Alping Ski H..  Alpine Sk. Ti/2023 £4900.00  Cacilia Vi.. Alpine Sk. 65 Co U prce -

H 18 Airpot Coffes Makers for Morthwind Trad...  Morthwin.. 262023 £30582.00  Miguel G... Morthwin. 2] Col Description Supply coffes machines
for their new Building
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Sales Process Continued

A typical process of sales from start to end

Product and price list management

B0 b @

Products Product Bundle Price list Discounts

Lead management Opportunity management Quote management Order management Invoice management

A;\\ C} . \ - I_.'Q‘@ w

dend >—fye (0P [ Contact = ) S

lead? i - f Shares | —— o - — \5’

Identify o —

lead " T e 9
Mo " =3t

(£ Link opportunity L Accaunt Create quote Quote approved Create arder Create Invaice
Disqualify lead
- cwiy e Benipl e P g il g
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Dynamics CRM Automation Tools

Business Rules/ O Dynamics CRM
JavaScript &% Workflows
Custom
Power Automate -
& Coud Flows rfn| | Development
(Code)

FORV/S



Business Rules

Components Properties

Condition

= Low code alternative to D g o v
J aVaSCFi pt T ENe'w Condition
" Runs when user opens form Srom Eror Messae

Rule 1

or changes a field value

= Can show, hide, change
requirement level, & do
more on a field

‘% Business Rule (Text View)

Account Name equals “Jones"

Business Cases

» |f the expected close of an Opportunity is in the past, recommend to
the user they update the value while on the form
If an Opportunity has a value over $50,000, show a manager approval

FO RVIS field & make it required




Workflows

+ Hide Process Properties
0 s * Opportunity - Create Activity For Inside
= Run in the Dynamics 365 I
Activate As e Category Waorkflow

. v n Options for Automatic Processes
n VI r n m n Run this warkfiow in the background (recommended) Oroanization
Scape Organizatio v
s a em e

Start when: ecord is created

ecord status changes
Workflow Job Retention

Ri

Ri

Record is assigned
Automatically delete completed workfiow jobs [to save disk space) 5
Ri

ecord fields change

ecord is deleted

Triggered by record
creation, deletion, or field
updates

~ Check if the Created By is an Inside Sales Rep
If Oppertunity:Created By contains data AND Created By (User):Sales Area contains data AND Created By (User):Sales Area equals [Inside Sales], them:

# Create an activity
Create: Opportunity Create View properties

® Change record status to: Create an activity (Opportunity Create] Completed

Can create or update
records & perform other
actions, like sending emails

Business Cases

= When an Opportunity has been won, update the related account to
“Customer” if they weren'’t already

» When a Time Off Request is added to the system, automatically
notify the user’s manager of the request with a link to the record

FORV/S




Cloud Flows

= Run in Power Platform & always in the background

= Can connect with multiple services, including
external ones, & allow for more complex logic

= (Can be run on a schedule or triggered from a
Dataverse action

= (Can access more tables & data than a Dynamics
365 workflow

Business Cases

= Run a flow weekly that identifies overdue, open Opportunities for a
user & sends them an email with an embedded table & links

= When an Opportunity is won, list out product categories from the
catalog & associate them with the customer for future reporting

= When a new user is licensed, automatically assign them a base
security role in CRM

FORV/S

| m Get user profile (V2)

exist

1l Apply to each s

Record does not N

®

List Flows as Admin

sl

®
®

sl

@

Check for Existing
Automation Record

sl

®

— i Faise ~
® @
Create new

Automation Record

2y
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Microsoft Copilot

The blueprint for cross-organization impact

_ Productivity & -+ . Businessdata& . ~ Low-code _
collaboration processes solutions
LRV 3 Bl \ji amics 36 B® \icrosoft Power Platf
m Microsoft 365 @ Microsoft Dynamics 365 m_ Microsoft Power Platform
@ & & ¢ w /’ ¢ i - |
Word  PowerPoint  Excel Sales  Supply Chain Customer Service Power Apps  Power Bl  Power Pages }
® o e W \ 3 |
Outlook  Teams Finance  Marketing Field Service Copilot Studio  Power
Automate E
~™ ip—
S v ) g
Microsoft Microsoft
Graph " Dataverse
P Copilot

Azure OpenAl Service

Global cloud infrastructure & services

Identity, security, management & compliance

FORV/S



Copilot Email & copio
Insights

Chat  Email (preview)

“—
Key email info ©
Suggested email draft . Kenny Smith inquired about Draft with Copilot
aval Iable d | I'eCﬂy |n OUthOk purchasing 10 coffee machines and Write an email to thank Kenny Smith for

requested the best price and any

available discou nts.EI .
Summarlze emall Chalns & « Logan Edwards offered a 10% discount

add notes to C RM reco rdS for bulk orders, bringing the total cost Thank you for expressing interest in
for 10 machines to $900. 2

showing interest in Contoso 3D printers

Dear Kenny Smith,

Contoso 30 printers. We appreciate your
consideration and are delighted to have

Identlfy CUStomerS & + Kenny Smith accepted the offer and the opportunity to assist you,
] : requested information on the payment
com pa nies th rOug h emal I process and estimated delivery At Contoso, we pride ourselves on
time. 3 delivering high-quality 3D printers that

are designed to meet the needs of our

+, i ;
v Ask Copllot to. customers. Our printers are known for

Draft an email |~ | . . their reliability, precision. and ease of use,
We offer a range of models to suit

Al generated—please review different budgets and reguirements,

ensuring that you can find the perfect

solution for your business.

Add to email |l

T

FORV/S




Copilot Record
Summaries

Uses the CRM audit history
to identify recent changes to
the record

|dentifies key fields &
metrics that are helpful for
the salesperson to know

FORV/S

Here is the opportunity summary for "5 Cafe
Lite Espresso Machines for A. Datum™:

+ Microsoft is a new customer.

* We are actively discussing with Heriberto
Martin about a new opportunity worth
$50,000.00 for Airpot.

¢ The deal is at Develop stage and is
estimated to close by 10/27/2023.

U copy

Al-generated content may be incorrect -:f} ':-_-:']-'

Get latest news related to account



Call Insights

= Transcript automatically
added to call identifying
speakers

Sentiment analysis to
determine positive,
negative, or neutral
statements

Suggested summary, notes,
& action items

Team & agent metrics to
better understand trends

FORV/S

Call to Ivan Cashin - Gym membership

Overview Notes Action items Mentions
[y Copy to clipboard Q

10 minutes ago @

Executive summary:

- discovery call
- Interested in 100 licenses

Call minutes:
» Customer wants to use his free pass

» Customer is trying to shed 15 to 20 pounds

» Agent educated customer that we have programs designed
for weight loss

» Customer wants to know how to achieve his goal of losing
weight by the summer

Suggested notes  Preview ©

Call highlights ©
Customer wants to use his free pass

+ Add - 00:00

Customer is trying to shed 15 to 20 pounds
+ Add - 00:18

See all

Action items

Nancy Warner to send email about “some helpful
information” to +353892678274.

+ Add - 0217

VAN

Transcript

)

00:04

00:08

&

00:10

00:15

®

00:17

@

00:18
AV
Greetings and in... = Request and com...
@NancyWar..‘ (e I | " it e eeennn (CARRERY
@ 1van cashin M ]| " ] soaaen |
Sentiment @ [ Positive § Neutral | Negative Comments (0) @ < 49 > Bl

L search

Nancy Warner

Hello Ivan, this is Nancy from Dynamic fitness.

Ivan Cashin

Oh hi.

Nancy Warner

I'm calling you today to find out if you've had & chance to
use your free pass yet.

Ivan Cashin

No, not yet.

Nancy Warner
0K, that's no problem.
Request and complaint

Nancy Warner

Let me ask you what made you decide to download our
free pass.

Closing

() em——=(D- 00:00/ 02:40



Power Bl Reporting

(€) G @ © & https://crmerate0.crm8.dynamics.com/main.aspx?app=d365default&forceUCl=18&pagetype=dashboard&id=2- ee* g iIn @O ® =

& & save As + New f Edit ]E Delete < Set As Default |2 Share Dashboard &, Assign O Refresh All dﬂ Open in Power Bl

~
{2y Home . .
Sales Pipeline v
(® Recent ~
. ~
s Pinned v . ‘
Sales Analytics for Dynamics 365 Sales
SALES PIPELINE
My Work Open Revenue by Industry
@Non-Dura_. @Entertain. @ Food and . @Utility Cre_ @ Financial @ Design, Dir_ »
1=
I %~ Dashboards 116.73M 73.81 32.20M 45 T [ T00M ]
Entertainment Retail 6.18M
Activities I
Sales Pipeline Open Revenue by Rating ; ‘
nancial
oo @Hot @Warm @ Cold Design, Direction a... 1
20m Durable Manufsct
Customers iy § grre | Consumar Services
150 Transpertation
__‘ 2-Develop D 1.0ZM Wholesale
~ Accounts 1om -5M oM sM 10M 15M 20m
SM
R Contacts 4-Clase 0.07H Open Revenue by Country/Region
am Addrass 1: Country/R_. @ US @ South Africa @)apan @ Columbia @ USA @ Canada »
0.6% Het Warm Cold
1
Sales line by Created Month Open Revenue by Owner
Cold @Hot @warm @ Est. Revenus {Base) @ (Blank] @ Delzgated Admin @ Prashant Tirlotkar @ Support User (o]
& Leads a0 E
NORTHAMERICA EURO) ASIA
o | = | 4s5) % Q
M Armarbonitiae b * » N 100M Atlantic F

<>
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How to Choose
Your CRM Partner
Wisely

10 Tips to Help
Improve CRM User
Adoption

CRM Dashboards:
A Modern Fortune-
Telling Tool

Microsoft
Dynamics 365
Sales 101

Software = Mowember 17, 2022 Software = January 11, 2023

Softwars = March 25, 2024

Software » January 08, 2024

Adopting a CRM system can help your
organization create improved businesa
development processss. Read on for fips fo
help improve GAM user adopfion.

Get tips on how to choose your CRM
pariner wiashy. A raliable CRM partner can
help you deliver successful businesa
outcomes.

Dizcover how CRM dashboarda can
smpowsr you to make informed decisions
faater.

‘Watch this video for an owerview and helpful
tipa for Microaoft Dynamics 365 Sales.

Are You Ready to
Use CRM &
Marketing
Automation
Together?

How to Create a
Dynamics 365
Sales Trial

Software « May 10, 2023

SBoftware * Octobaer 07, 2022
Learn how to create a Microsoft Dynamics

385 Sales frial in just a few simple atepa.
Also, explore the two trial typea along with
bast practices.

Dizcover how uzing CRM and marketing
automation together may bensfit your
organization.



https://www.forvis.com/forsights/2022/11/how-to-choose-your-crm-partner-wisely
https://www.forvis.com/forsights/2024/01/microsoft-dynamics-365-sales-101
https://www.forvis.com/forsights/2024/03/crm-dashboards-a-modern-fortune-telling-tool
https://www.forvis.com/forsights/2023/01/10-tips-to-help-improve-crm-user-adoption
https://www.forvis.com/forsights/2023/05/how-to-create-a-dynamics-365-sales-trial
https://www.forvis.com/forsights/2022/10/are-you-ready-to-use-crm-marketing-automation-together

Questions?

FORV/S

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




My work list

5 Caté A-100 Automatic
) Al Baker

This Quaner

& uso

s#0.00000

dial

Commined

Supply co

y Buikding 3 mew wing on thar Hesdguarters bislding
40 housse th Detign Depastment. Tha Coffes
machinas are raadd for this location

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
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. .
Assurance / Tax / Consulting
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