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Global Presence

Top 10

Global Network®

100+

Combined Countries &
Territories

1,800+

Combined Partners

$5bn

Combined
Revenue (2023)

400+

Combined Offices &
Locations

40,000+

Combined,Employees

*Source: IAB World Network rankings, based on most recent rankings:
2023 revenues: FORVIS $1.7bn (€1.6bn), Mazars (expected) $3bn (€2.8bn)

Forvis Mazars is the brand name, for the Forvis Mazars Global network (Forvis Mazars Global Limited)
and its two independent members: Forvis Mazars, LLP-in the United States and Forvis Mazars Group
SC, aninternationally integrated partnership operating.in-over 100 countries and territories;
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Business Technology Services

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

Our end-to-end solutions help clients achieve their
digital transformation goals by:

Creating effective processes & strategies for
future operations

Designing & implementing modern
operational systems

Reviewing new business-facing technologies

Leveraging existing investments in legacy
technologies

Integrating data solutions

© 2024 Forvis Mazars, LLP. All rights reserved.

forvss
mazars



Business Technology Services

ERP =22 CRM &% Advanced Technology

Microsoft Dynamics 365 I Microsoft Dynamics 365 Insights
Finance Microsoft Power Bl
_ _ Sales
Enterprise Supply Chain | Solver CPM
Commerce Service _
. . | Automation
usiness Centra Marketing
SMB _ Microsoft Power Platform
Dynamics GP
NetSuite I Salesforce Robotic Process Automation (RPA)
Sage Intacct I Marketing Automation App Development

T°J Managed Services for business applications, IT, & cyber support.

Microsoft Partner T solve
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Today’s Presenters

CRM Practice

“Our team is focused
on delivering an
Unmatched Client
Experience® on
every engagement.”

— Chad Back, Partner

Microsoft
Partner

Lauren Poad
Senior Consultant

lauren.poad@us.forvismazars.com

Tom Gioielli
Senior Managing Consultant

tom.gioielli@us.forvismazars.com
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Objectives

1. Define how to set key performance indicators
related to data quality, modifications,
customization, & integrations

2. ldentify how to review your CRM system’s
configuration, including what's “core” & what’s
customized

3. Discuss how to perform a data audit,
assessing data quality, duplicate records,
missing information, & inconsistencies

forvss
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KPls

Define how to set key performance
indicators related to data quality,
modifications, customization, &
integrations.




Data Quality

Customization

Columns & Form Layout

» Custom fields
» Required columns (fields) to ensure data entry consistency

* Column naming & location on form contributing to positive
user experience

* Lookups & Options Sets as opposed to Open Text Fields

» Segment accounts & use views to track which records
should be deactivated

City Los Angeles

State @ Califomia X 0
ZIP/Postal Code 90210

Country @ United States x P

CRM Health Check: Boosting Dynamics 365 Performance

< (] B save &’ Save & Close + New s Openorgd

5 James Smith - saved
Contact - Contact

Summary Details Scheduling Files Related ™

CONTACT INFORMATION

First Name " James

Last Name ' Smith

Job Title Doctor

Email jamessmith@drtest.com 8

Business Phone 999-995-5559 S

Fax

Mobile Phone 919-955-9689 %

Primary Time Zone (GMT-08:00) Pacific Time (US &
Canada)

© 2024 Forvis Mazars, LLP. All rights reserved.
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Data Quality

Customization

Dynamics Templates

» Templates help to reduce data entry & reduce user error

» Word templates for creating standardized documents
using Dynamics data from a specific record

* Email templates to save time & provide consistent
feedback to clients

CRM Health Check: Boosting Dynamics 365 Performance
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SIC Code: 5IC

description

Contact List

Full Hame Email

Hulnams

Pagelof2 dSofMwords [F 5]

C I

Aa aa (= BF B Design Mods E

[ [ I EY [ properties :

= ) AMLMagping  Block  Restriel  De<umist

Lg i T8 Grcap - Pane Authors - Ediing  Template

Caniroly Flapping Probect

W - . 5. .. & . A |
XML Mapping T %
Custam XML Part:
-ummutrnmh-clm-':lncu._ ¥

Termplibes -~

4 sicount
accounteategonycade
accountelassfications
aceountid
acoountrumiser
accountrafingcode
acddieis]_addrissid
address] addresshypec
address1_city
address|_composite
addiess]_cauniry
addres]_coundy
addnesz ] fas
address 1 freightterms:
adidress|_|atitsde
addres] _linel
addreis ] lined
acdress lined
addess]_|ongiude
address]_name
ackdren ] _povtakode
A _poitoiliceba
ackdress]_primanycont:
address1_shippingmet:
address1_stateoepronir
acdchens | _telephore]
Al ] telephored
address1_telephored
address_rone
address | _wtcoffeet
acdieisd_addredsid
addren?_addressbypec
addressd_city
address]_composite
adidnessd_country
addiend_county

emuilagdranl

B E - ] + 0%

forvss
mazars

© 2024 Forvis Mazars, LLP. All rights reserved.



Data Quality

Integrations

Linked [T}

dunQbradstreet

CRM Health Check: Boosting Dynamics 365 Performance

e Copilot for Sales - X

= Email from: Green, Melissa
Received 07/30/24, %39 AM

Save email to Dynamics 365 ©

Save

SharePoint

Content management software
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02

Configuration

|dentify how to review your CRM
system’s configuration, including
what’s “core” & what’s customized.




Discovering What Is Custom
Admin & Configuration Centers

Power Platform Maker Portal
(https://make.powerapps.com)

» Primary site to make updates or changes to your Dataverse
environments

« Home for all installed solutions

+ Holds information on all tables & related components, such as
columns, forms, business rules, etc.

 Allows you to build out Model Driven apps, cloud flows, or other
customizations

» Best place to review specific customizations made to your CE
environment

CRM Health Check: Boosting Dynamics 365 Performance

in Your CRM

y

Try the new data experience

a
Let's build an app. What should it do?
T +
m B * Collect RSVPs | | Track sales leads List inventory | | Manage inspections
B U d rds to describ P
B i %

5

i @

Other ways to create an app

Start with data Start with a page design Start with an app template

Create a table, pick an existing one. or even import £ Select from a list of different designs and layouts to Select from a list of fully-functional business app
from Excel to create an app. get your app going templates. Use as-is or customize to suit your needs.
Your apps

P Name Modified Owner Type

m  Project ¥ 2weeks g0

= Power Pages Management

¥ Resource Scheduling

&  Solution Health Hub : 4yearsago SYSTEM

% Kevin Test H 4years ago Kevin Jicha Medel-driven

©]
3
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Column & Option Set Schema

More Than Meets the Eye

Column Prefix Values

» Out-of-box fields will typically have no prefix, or a Microsoft specific

one

» Custom & tables use a prefix from the publisher before all values

Account

Account Type

Actual Close Date

Actual Revenue

Actual Revenue (Base)

ParentAccountld

fu_AccountType

ActualCloseDate

ActualValue

ActualValue_Base

CRM Health Check: Boosting Dynamics 365 Performance

L Lookup

O3 Choice

5] Date only

& Currency

& Currency

Option Set Values

» Out-of-box option set values will usually have single digit values
» Custom Option Set Values are determined by publisher
o Ex: 918320000 for the publisher below

= I | Under Minimum Seat Count l W
L . | Unresponsive - never responded l
! - Unresponsive - stopped responding l 918,320,005
: I} | Canceled I m
N lOut-Sold ‘ 0]

forwvs
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Discovering What Is Custom in Your CRM

Admin & Configuration Centers

Capacity > Ledgeview Field Service Demo

See where this environment is using storage capacity and analyze it with tables

Database usage

Power Platform Maker Portal
(https://make.powerapps.com)

4.15 GB

* Major system settings
* Analytics
* Microsoft support

Billing & licenses
8.74 GB

To reduce usage here, delete non-essential email

» Capacity usage & environment health

attachments. Manage how this environment saves
attachments and other entities in Settings. Leam

more

CRM Health Check: Boosting Dynamics 365 Performance

To reduce usage here, delete non-sssential records.

Top database capacity use, by table

v PluginAssemblyBase
® SystemFormBase

v Auribute

® LocalizedLabel

+ DependencyNodeBase

u DependencyBase

+ SdkMessageProcessingStepBase
4 RolePrivilegesBase

A ClientUpdate

B SavedQueryBase

Top file capacity use, by table

® WebResourceBase
v RibbonClientMetadataBase
4 Solution

+ Microsoft.Athena TrickleFeedService-Analytics

+ msdyn_AlConfiguration

® NL2SQService-Analytics

& msdyn_knowledgearticleimage
v AnnotationBase

A AsyncOperation

u Attachment

aaaa

07/02/2024 08/01/2024
Day in rang
6k —
ak
]
>
2%
07/02/2024 08/01/2024
Day in rangs
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Third-Party Administrator Tools
Making the Most of Your Privileges

XRM Toolbox Level Up for Dynamics 365

» Free application that houses tools by developers to perform actions » Browser extension for all chromium-based browsers (Edge, Chrome,
not typically available in CE etc.)
» Adheres to Dataverse security model & access » Show logical names or hidden fields on a form
« Sample tools + Enable ability to make changes to locked fields
o Attribute Usage Inspector » Show all Option Set values for a table (including schema values)
o Bulk Workflow Execution * Impersonate other users in the application
o View Layout Replicator » Show all business rules or workflows on the table

= Level up for Dynamics 365/Power Appsva.6.4 Help  Report Issue

- :
g e ool for Micrsssh Dyramacs CRM / 365 CF (017515 [=} x FORMS NAL " I ATE
Tk + B P Ploges St Seanch || W My =+ Fadbad + | G Doruie + | &8

e Coronct o CRMA % M

Yy Web lesources Manager 1, T = 12017.1.8 167

i BLUR FIELDS N RESET BLUR
Jhg Metodala Brovser oy vietmioci - 1.2017.13
‘ﬂ‘ SiteMap Editor Tacks = 1.2017.4.10
Fg Access Cheeker oy pesamicai: - 1.2016.5.1
Sy rerchxmi lester o vtk - 12016823

: SHOW OPTIONSET VALUES ah CLONE RECORD
A4 Early Bound Generator 1.2017.2.23

- I\ REFRESH + AUTOSAVE OFF TOGGLE TABS

1 CONNECtES T SIEDIBON LT Sy NITICE.Cam [ To0Bs =

RECORD PROPERTIES

S PROCESSES & BUSINESS RULES
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Third-Party Administrator Tools
XRM Toolbox — Attribute Usage Inspector

Data
You can fiter attibutes displayed by enabling attributes fitering in settings, then selecting an entity.

Digplay Name Logical Name & AMtribute Type On Fom(z) Data lzage

Equipment ROI Agreement fw_equipmentagreement Lookup True I 162%
Equipment Job Type fv_equipmertjobtype Picklist True I 1.70%
Equipment Origin Location fv_equipmentoriginlocation Lookup True I 1.03%
Estimated Subtotal Amourt fu_estimatedsubtotalamourt Money True 43.88%
Estimated Subtotal Amount (Base) fw_estimatedsubtotalamount_base Money Falze 43.88%
Flat Rate fv_flatrate Boolean True 243%
|s Carson Awesome fv_iscarsonawesome Boolean False 44.76%
Subtotal Amourt fw_subtotalamount Maney True 44.76%
Subtotal Amount (Baze) fw_subtotalamount_base Money False 44.76%
Total Amount with Tax fv_totalamount Maney True 44.76%
Total Amount (Base) fv_totalamount_base Money False 4476%
Total Tax fv_totattax Maney True 4521%
Total Tax (Base) fv_totaltax_base Maney False 45.21%
Allow MNotification Email lvp_allownotficationemail Boolean True

Allow Notification Text lvp_allownotficationtext Boolean True

Amount Paid lvp_asmountpaid Money True I 0.74%

CRM Health Check: Boosting Dynamics 365 Performance
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Service Accounts Save Systems
Who Owns Your Processes?

Why You Should Pay Attention to Process Owners

« Connections to Dataverse always have an authenticated user (Power Bl, Power Automate, etc.)
» All processes in CE (Cloud Flows, Workflows, Actions, & Dialogs) are owned by a user record

» When creating a custom process, the default owner is the user who created it

When a user is disabled in your organization, all
processes or connections owned by that user
are disabled automatically.

forvss
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Data Audit

Discuss how to perform a data audit,
assessing data quality, duplicate
records, missing information, &
inconsistencies.




Data Auditing
Duplicate Detection & Merging

Data Integrity

» Create & publish duplicate detection rules

+ Merge to deactivate duplicate records

Merge Contacts X
Duplicate records found X

Choose data from the fields to combine the records into a single primary record. ©
Merge to an existing record by choosing a record from matched list and clicking merge. To proceed without merging. D Merge records by choosing fields with data 0] View fields with conflicting data

click Ignore and save. Learn more

Current record Enable parent check ©

V| Full Name Email v First Name Last Name Business Phone

James Smith jamessmith@dr... James Smith 999-995-5559

CONTACT INFORMATION
Duplicates foun:

Job Title

| Full Name ~ First Name Last Name Modified On v
Email

James Smith James Smith 7/24/2024 10:30 AM
Business Phone

Mobile Phone
Primary Time Zone

ADDRESS

Addrecc

Cancel

CRM Health Check: Boosting Dynamics 365 Performance

Matched record Current record

O Select all fields in this section @ Select all fields in this section
O Physician @ Doctor

O @ Jamessmith@drtest.com

O (®) 999-995-5559
O (®) 919-955-9689

(O (GMT-05:00) Eastern Time (US & Can (@) (GMT-08:00) Pacific Time (US & Cana

ada) da)
@ Select all fields in this section O Select all fields in this section
(@) (7Y 123 Facw Straat

© 2024 Forvis Mazars, LLP. All rights reserved.
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Data Quality
Table Keys

Unique Data

* Unable to Ignore & Save

* Must be unique (such as a Serial Number or SSN)

Merge Contacts X
Duplicate records found x

Choose data from the fields to combine the records into a single primary record. ©
Merge to an existing record by choosing a record from matched list and clicking merge. To proceed without merging. D Merge records by choosing fields with data 0] View fields with conflicting data

click Ignore and save. Learn more

Current record Enable parent check ©

| Full Name Email v First Name v Last Name v Business Phone Matched record Current record
James Smith jamessmith@dr... James Smith 999-995-5559 ames Smith
CONTACT INFORMATION (0 Select all fields in this section (®) Select all fields in this section
Duplicates foun
Job Title O Physician @ Doctor
| Full Name v First Name Last Name Modified On
— Email O @ jamessmith@drtest.com
James Smith James Smith 7/24/2024 10:30 AM
L Business Phone O (®) 999-995-5559
Mobile Phone O (®) 919-955-9689
primary Time Zone (O (GMT-05:00) Eastern Time (US & Can (@) (GMT-08:00) Pacific Time (US & Cana
ada) da)
ADDRESS @ Select all fields in this section O Select all fields in this section
Addrace (@) (™) 122 Facy Streat

“ BQCk

forvss
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Data Quality
Bulk Delete

Data Cleanup

 Bulk Delete use cases

Merge Contacts X
Duplicate records found x

Choose data from the fields to combine the records into a single primary record. ©
Merge to an existing record by choosing a record from matched list and clicking merge. To proceed without merging. D Merge records by choosing fields with data 0] View fields with conflicting data

click Ignore and save. Learn more

Current record Enable parent check ©

V| Full Name Email Vv First Name Last Name v’ Business Phone Matched record Current record
James Smith jamessmith@dr... James Smith 999-995-5559 ames Smith
CONTACT INFORMATION (0 Select all fields in this section (®) Select all fields in this section
Duplicates foun
Job Title O Physician @ Doctor
| Full Name ~ First Name Last Name Modified On ~
— Email O @ jamessmith@drtest.com
James Smith James Smith 7/24/2024 10:30 AM
L Business Phone O (®) 999-995-5559
Mobile Phone O (®) 919-955-9689
N O (GMT-05:00) Eastern Time (US & Can @ (GMT-08:00) Pacific Time (US & Cana
Primary Time Zone
ada) da)
ADDRESS @ Select all fields in this section O Select all fields in this section
Addrace (@) () 122 Facv Straat

Back

caneel “
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Data Quality

Views & Dashboards

Data Auditing Using Views & Dashboards

* Build views to audit records that have blank required or recommended fields or records that have not

been modified recently and may require follow-up

» Utilize dashboards to aggregate a series of views auditing a variety of record types

Dynamics 365 Sales Hub Newlook @D £ ©Q
< & save As F New Vv & Edit Delete X Clear Default A, Assign () Refresh All (& Share -
{a)
~  Data Audit v
o
e
p Leads: Older Than 6 Months : Open Opportunities - PastE... « : Open Activities - No Due Date
Interested in Services Offered : Call to Dr. Smith to discuss curr...
o Judy Jones @ Hospital A - Dr. James Smith
| & 7/1/2024 Phone Call

CRM Health Check: Boosting Dynamics 365 Performance ©2024 Forvis Mazars, LLP. All rights reserved. ma ZaTS



Data Quality

Data Management

Data Management Checklist « Data governance &
architecture

« Data modeling

« Configuration data & data
migration

« Data integration

V — « Data quality

forvss
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Q&A

Business

Technology Questions?
Services

forvss
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Contact

Forvis Mazars

Lauren Poad
Senior Consultant

lauren.poad@us.forvismazars.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 authorities. Such analysis and conclusions should not be deemed opinions or conclusions by
Forvis Mazars or the author(s) as to any individual situation as situations are fact-specific. The reader should perform their own analysis
and form their 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.
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Senior Managing Consultant
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