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Executive Summary  

Microsoft is bringing new innovations to customer relatio nship management (CRM) software  with 

Microsoft Dynamics ® CRM. It is a flexible CRM solution that fits your people , fits your business, and 

fits your environment . This document outlines the future di rection of Microsoft Dynamics CRM 

through to the next major release , Microsoft Dynamics CRM òV.Nextó which is targeted for 

release in 2010. We expect to update this document with furt her details periodically . 

 

Microsoft Dynamics CRM launched in 2003  with versions 1.0 and 1.2 [2.0], followed by version 3.0 

in December 2005 . The current release, Microsoft Dynamics CRM  4.0 was released  in 2007 and 

delivers  enhanced capabilities across sales, service and marketing . The Microsoft Dynamics CRM 

4.0 architec ture supports multi -language and multi -currency requirements as well as multi -

tenancy for enterprise and on -demand  deployments. Microsoft Dynamics CRM 4.0 also delivers  
extensive reporting  through Microsoft SQL Server® and enterprise workflow through  Windo ws® 

Workflow Foundation . 

 

The primary  goal from the very first release of Microsoft Dynamic s CRM has been to deliver a 

solution that users feel comfortable working with and is a natural part of their daily work 

activities. Our objective has been clear; to drive m aximum user adoption of the solution by 

delivering it through standard and familiar Microsof t desktop applications that users  know and 

understand.  

 

Today, Microsoft Dynamics CRM is available to customers in a variety of subscription or 

ownership mod els: 

¶ On-premise : c ustomers may choose to purchase the licenses and r un the  application  on 

their own servers. 

¶ On-demand : c ustomers  may subscribe to  the software on a  per user per month basis 

from  one of many global hosting partners or directly from  Microsoft .  

 

Our mission is to deliver software and services that enable extraordinary customer relationships 

with world -class business results. This document is structured around the major area s of 

innovation  over the next two years, namely  Microsoft Dyn amics CRM 4.0 , Micro soft Dynamics 

CRM Online, x RM and Microsoft Dynamics CRM òV.Nextó  

 

NOTE: This document is not intended to be a detailed specification; it needs to be noted that 

individual features may be added, amended or dropped during these timeline s. 

 

The Microsoft Dynamics CRM Team  
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Microsoft Dynamics CRM 4.0 Roadmap  

In December 2007, Microsoft  released Microsoft Dynamic s CRM 4.0 which delivered a range  of 

new capabilities for our customers including:  

¶ Continued  investment in the  CRM capabilities enriching the extensive Sales, Customer 

Service and Marketing functionality.  

¶ Windows Workflow Foundation to provide a world -class enterprise workflow capability.  

¶ Multi -currency and Multi -language support for customers with global deployment 

demands.  

¶ The po wer of choice over how to deliver and consume Microsoft Dynamics CRM; 

whether that is via a n on -de mand Software -as-a -Service (SaaS) or installing it on -premise, 

i.e. their own servers located in their own data center . The customer can move from on -

demand to on -premise (and vice -versa) at any time while preserving their customizations 

and data.  

¶ Integration with Microsoftõs Unified Communications platform to embed òpresenceó, i.e. 

the ability to see a customer or colleagueõs status such as Available, Busy, Away etc. and 

then interact with them via phone, email or instant messaging.  

¶ For information on Microsoft Dynamics CRM 4.0, go to : 

http://download.microsoft.com/download/6/8/a/68a51d11 -bdea -4c9c -9923-

044028bae2e4/MicrosoftDynamicsCRM_Top60Guide.xps   

 

There is a defined  plan of rapid innovation for Microsoft Dynamics CRM 4.0 customers and 
partners  which del ivers additional capabilities such as  mobility, BizTalk® integration , SharePoint 

web parts, CRM Accelerator s and regular service updates to the Microsoft Dynamics CRM 

Online service.  

 

Microsoft Dynamics CRM Mobility  

Mobile applications for Microsoft Dynamics CRM need to ca ter for the following scenarios:  

¶ Different mobile platforms and devices such as Microsoft Windows Mobile ® and 

Research -In-Motion (RIM)  Blackberry ® 

¶ HTML 4.0 mobile browsers  

¶ Online and offline access to the CRM application from the relevant mobile device  

 

Customers and partners have a number of  mobile CRM  solution options both directly from 

Microsoft and through our partners. Microsoft ha s released  a new version of Mobile Express  for 

Microsoft Dynamics CRM  which runs on any mobile device that suppo rts HTML 4.0 browsing  and 

is available at no cost . Additionally,  Microsoft has formed an alliance  with Ten Digits to provide 

their  mobile solution  (MobileAccess 4.0)  for both Microsoft Windows Mobile and Research -In-

Motion ( RIM) Blackberry ® customers ; these solutio ns are available at a range of  price s. 

 

Microsoft System Center M obile Device Manager 2008  provides over -the -air management of 

Windows Mobile phones and security -enhanced access to c orporate data behind the firewall.  

 

Mobile Express  for Microsoft Dynamics CRM 4.0  

Mobile Express for Microsoft Dynamics CRM 4.0 delivers the power of Microsoft Dynamics CRM to 

your mobile workforce with ease. The Mobile Express c lient provides users the ability to view, 

create, and modify their CRM data on just about any internet capable device. There is no 

installation required on the mobile devices to enable this functionality. Additionally, an 

http://download.microsoft.com/download/6/8/a/68a51d11-bdea-4c9c-9923-044028bae2e4/MicrosoftDynamicsCRM_Top60Guide.xps
http://download.microsoft.com/download/6/8/a/68a51d11-bdea-4c9c-9923-044028bae2e4/MicrosoftDynamicsCRM_Top60Guide.xps
http://www.microsoft.com/systemcenter/mobile/default.mspx
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administrative interface is availa ble to enable organizations  to control what and how users view 

their CRM da ta on the mobile device .  

 

 
Figure 1: Mobile Express Configuration Utility  

The new release of Mobile Express  for Microsoft Dynamics CRM 4.0  is fully suppor ted by Microsoft. 

The client uses common meta data from Microsoft Dynamics CRM so users can access all built -in 

and custom entities within CRM and system administrators can configure Mobi le Express using 

the same tools  they use to configure the solution for  all users. The new release  has been 

optimized for limited bandwidth environments and work s on any HTML 4.0 Web browser and 

requires no client -side script  or installation on the client  device . Additionally, Mobile Express for 

Microsoft Dynamics CRM 4.0 wor ks with the multi -tenanted architecture of Microsoft Dynamics 

CRM 4.0 allowing users to point at different organizations from the same device.  Initially , Mobile 

Express is available in English only . However support for all standard Microsoft Dynamics CRM 

languages will be available in Q4 2009. Microsoft Dynamics CRM Online customers will have 

access to Mobile Express in the next service update which is due in November 2009.  
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Figure 2: Mobile Express Main Menu  

 

Figure 3: Account Form 

 

Mobile Express for Microsoft Dynamics CRM 4.0  is now available here .  

 

Ten Digits Alliance  

Microsoft  and Ten  Digits Software Inc. have  an alliance which  deliver s full-featured mobile 

access to both Microsoft Windows Mobile phones and BlackBerry ® mobile ph ones for Microsoft 

Dynamics CRM 3.0 or 4.0. MobileAccess ® is developed and distributed by T en  Digits and  extend s 

rich client access to Microsoft Dynamics CRM 3.0 or 4.0 for users of Windows Mobile phones and 

Research in Motion (RIM) -based BlackBerry ® mobile phones.  

 

This solution gives organizations the choice and flexibility to meet the require ments of their users 

while giving them anytime, anywhere access to Microsoft Dynamics CRM  3.0 or 4.0. 

MobileAccess ® provides access to Microsoft Dynamics CRM functionality while offline to help 

fuel the productivity and responsiveness of remote employee s and partners. MobileAccess ® is 

administered within Microsoft Dynamics CRM 4.0 which helps minimize IT m anagement 

overhead and setup.  

 

To find out more about Ten  Digits MobileAccess ® and their constant innovation of new products 

and capabilities  for Microso ft Dynamics CRM, visit http://tendigits.com .  

http://www.microsoft.com/downloads/details.aspx?displaylang=en&FamilyID=f592ec6c-f412-4fd5-9a80-cd3bcbd26d8b
http://tendigits.com/
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Accelerator s for Microsoft Dynamics CRM 4.0  

What are Accelerators?  

During late 2008 and early 2009 Micros oft released the first wave of a ccelerators for Microsoft 

Dynamics CRM 4.0. Accelerators for Microsoft Dynamics CRM 4.0 are a range of free -of -charge 

add -on solutions developed for Microsoft Dynamics CRM 4.0 customers and partners. Each 

accelerator showcase s how the Microsoft Dynamics CR M 4.0 platform can be configured and 

extended to broaden marketing, sales and service capabilities . Additionally, CRM Accelerators 

provide the  buil ding blocks for all kinds of x RM applications.  

 

Each accelerator is supported as per any other customization that follows SDK guidelines.  All 

accelerators  are supplied with full source -code so they can be extended further to meet 

specific customer requirements.  Because of Microsoft Dynamics CRMõs services-based 

architecture and metadata -dr iven application capabil ities, accelerators can be easily 

deployed for both on -demand and on -premise environments.  Several of the accelerators have 

been released for Microsoft Dynamics CRM Online  customers . More accelerators will be 

provided for on -demand customers during 2009/2010 . Through a ccelerators, c ustomers and 

partners benefit from new functionality on  a more frequent basis, and they can be deployed to 

their en vironment quickly and easily . 

 

You can download all accelerator releases from here . 

 

Accelerators Update  

The following  accelerators were released  or updated since the last edition of the Statement of 

Direction was published in February 2009 : 

 

Analytics  

Analytics Accelerator R2 wa s released in June 2009 and provides a number of new dashboards 

for SQL Server 2008 as well as enhancements to the SQL Server 2005 dashboards.  

 

Click here  to download the latest Analytics Accelerator for Microsoft Dynamics CRM release.  

 

Business Productivity  Newsfeed  

The Business Productivity Newsfeed Accelerator turns Microsoft Dynamics CRM 4.0 into the hub 

of business activity, letting users keep up to dat e on events happening across the organization. 

The Business Productivity Newsfeed Accelerator drives user adoption by presenting CRM data to 

users in a way that is appealing and interactive, drawing them into the application and 

encouraging use.  

 

Click here  to download the Business Productivity Newsfeed Accelerator for Microsoft Dynamics 

CRM release.  

 

Business Productivity Workflow Tools  

The Business Productivity Workflow Tools Accelerator provides additional workflow step actions 

for customers to configure their workflow processes. Each custom action provides additional 

capabilities around string handling, mathematical functions and HTML hyperlink creation. Once 

http://www.codeplex.com/crmaccelerators
http://www.codeplex.com/crmaccelerators/Release/ProjectReleases.aspx?ReleaseId=20449
http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=24307
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this accelerator is installed workflow designers within Microsoft Dynamics CRM have more 

flexibility in terms of the processes they can manage through workflows.  

 

Click here  to download the Business Productivity Workflow Tools Accelerator for Microsoft 

Dynamics CRM release.  

 

Business Data Auditing  

The Business Data Auditing Accelerator provides basic audit capabilities for organizations using 

Microsoft Dynamics CRM. The accelerator takes a snapshot of a record whenever the relevant 

event occurs within the system such as Create, Update, Assign and Delete. Through workflow, 

auditing can be configured for any entity and any trigger event.  

 

Click here  to download the Business Data Auditing Accelerator for Microsoft Dynamics CRM 

release.  

 

Miller Heiman ® Sales Methodology  

The Miller Heiman® accelerat or for Microsoft Dynamics CRM 4.0 is for customers who have 

invested in or are looking to invest in Miller Heimanõs sales methodologies and would like to 

leverage this investment through Microsoft Dynamics CRM. Miller Heiman offers a solut ion called 

Sales Access Manager SM which integrates Miller Heiman's planning worksheets for Conceptual 

Selling® (Green Sheet), Strategic Selling® (Blue Sheet) and the Large Account Management 

Process SM (Gold Sheet) into Microsoft Dynamics CRM 3.0 or 4.0. This accelerator  p rovides 

advice and guidance for customers on their options for d eploying Sales Access Manager  in 

conjunction with Microsoft Dynamics CRM.  

 

This accelerator is planned to be released  in Q3 2009.  

 

Sales Performance International (SPI) Sales Methodology  

The Sales Performance International (SPI) accelerator for Microsoft Dynamics CRM 4.0 is for 
customers who have invested in or are looking to invest in the SPI Solution Selling ® sales 

methodology and would like to leverage this investment through Microsoft Dynam ics CRM.  This 

accelerator provides advice and guidance for customers on their options for managing Solution 
Selling® through Microsoft Dynamics CRM. Customers and partners have two options when 

integrating Solution Selling ® into their Microsoft Dynamics C RM system: 

¶ Basic Edition: provides a Solution Selling ® template which can be downloaded at no 

cost.  

¶ Professional Edition: provides a more fully -featured application. NB: There is a charge for 

this solution.  

 

Click here  to download the Sales Performance International (SPI) Sales Methodology 

Accelerator for Microsoft Dynamics CRM.  

  

Target Account Selling (TAS) Sales Methodology  

The TAS accelerator for Microsoft  Dynamics CRM 4.0 is for customers who have invested in or are 

looking to invest in TAS sales methodologies and would like to leverage this investment through 
Microsoft Dynamics CRM. TAS offers a sales performance solut ion called Dealmaker ® which  

http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=26691
http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=27404
http://crm.dynamics.com/solutions/sales-performance-international-accelerator.aspx
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incorporates TAS sales methodologies and  sales process es. This accelerator  provides advice and 

guidance for customers on their options for d eploying Sales Access Manager  in conjunction with 

Microsoft Dynamics CRM.  

 

This accelerato r is planned to be release d  in Q3 2009. 

 

Accelerators  Localization  

For customers and partners in non -English speaking markets localized versions of several 

accelerators are available for download. The following accelerators have been localized:  

¶ Extended Sales Forecasting  

¶ eService  

¶ Event Management  

¶ Notifications  

 

The following languages are prov ided:  

¶ French  

¶ German  

¶ Dutch  

¶ Danish  

¶ Italian  

¶ Finnish 

¶ Norwegian  

¶ Portuguese  (Brazilian)  

¶ Spanish 

¶ Swedish 

¶ Hebrew  

 

Accelerators Wave 2  

Microsoft is committed to the accelerator program and will be releasing another group of 

accelerators as part of wave 2 during the  second half  of 2009.  Following is a description of  each 

accelerator  included in Wave 2:  

 

Social Networking  

The Social Networking Accelerator allows an organization  to reach new prospects and engage 

in real -time dialogue across social networks .  Using this solution, a n organization  can push real -

time communications  from Microsoft Dynamics CRM into social network sites ð like Twitter, and 

harness the native business intelligence of Microsoft Dynamics CRM to analyze sentiment, 

optimize message reach, and auto mate sales and customer service activity and process.  The 

Social Networking Accelerator enables organizations to monitor conversations, identify influential 

people, and participate in the conversation, all within the Microsoft Dynamics CRM application.  

 
Social n etworking sites such as Twitter, Facebook and Linkedin ® enable marketing professionals, 

service managers and sales people to develop higher quality relationships with their customers. 

By allowing consumers to self-select  and opt -in to public conversa tions these sites enable 

organizations to identify their most influential consumers, drive participation in product 

development and improve brand sentiment. Built on open platforms and available through 

http://www.codeplex.com/crmaccelerators/Release/ProjectReleases.aspx?ReleaseId=18959
http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=19956
http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=19077
http://crmaccelerators.codeplex.com/Release/ProjectReleases.aspx?ReleaseId=19071
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mobile devices, SMS, Web browsers and standalone  PC c lients, these new communication tools 

provide organizations a way to maintain a persistent connection with  their customers or 

constituents . 

 

Microsoft Dynamics CRM enables organizations to manage customer interactions across 

multiple channels; Microsoft Dynamics CRM with the Social Networking Accelerator enables 

communication and community managers to add social channels to their interaction 

management strategy. Working across multiple social networking sites at once, marketing 

professionals can identify their most influential consumers and initiate or take ac tion on critical 

conversations.  

 

The solution has been created as a multi -network engine in which organizations  can combine 

conversations and insight from numerous social network ing sites, but is enab led for Twitter in the  

initial release.  Other networks such as Facebook and LinkedIn will be introduced in future 

releases .  

 

The social networking accelerator provides the following capabilities:  

¶ Send outbound messages (statuses) to Twitter directly from  CRM 

¶ Retrieve replies and re -tweets (forwarded messages) from Twitter  

¶ Retrieve user details such as follower counts from Twitter  

¶ Categorize inbound messages (statuses) from Twitter with a positive, neutral or negative 

sentiment rating  

¶ Convert social networ king data into core CRM records such as leads, contacts and 

cases  

¶ Analyze the social networking data in CRM through reports and dashboards to derive 

customer opinions and trends as well as determining who the key influencers or 

detractors are for your orga nization  

 

Initially this accelerator will be provided for on -premise customers  only . Future releases will 

prov ide capabilities for Microsoft Dynamics CRM Online customers . 

 

This accelerator is planned to be released  in Q3 2009.  

 

 
Figure 4: Social Networking Statuses (Messages)  
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Figure 5: An outbound status  

 

 
Figure 6: Several reports are included, an example is the Social Networking Dashboard  

 

Portal Integration  

The portal integration  accelerator connects business information and customer interactions from 

Microsoft Dynamics CRM to an organizationõs web experience.  With this added capability, an 

organization can extend an y business processes ð such as product r egistration, to the internet 

and allow organizations to expand their reach and r educe transaction costs across sales, service 

and m arket ing . This accelerator is a foundation piece for delivering portal access to Microsoft 

Dynamics CRM. All other accelerators with a por tal component (eService, Event Management 

and Partner Relationship Management ) will use this framework.  
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The portal integration  accelerator provides the following base components:  

¶ Customizations for Mic rosoft Dynamics CRM to manage web accounts and portal system 

settings.  

¶ Membership integration with .NET membership.  

¶ Membership invitation workflows and plugins to manage the creation of portal accounts.  

¶ Configuration console which plugs into the CRM applic ation and allows you to configure 

web forms for any entity within CRM (including custom entities).  

¶ Configurable web portal transaction audit workflows.  

¶ A base configuration and sample portal which provide web to lead capture functionality 

for Microsoft Dyn amics CRM.  

¶ A base set of ASP.NET user controls which can be dropped into ASP.NET web sites to 

construct web portals connected to Microsoft Dynamics CRM.  

 

The engine behind the portal integration  accelerator  is a slightly revised and enhanced release 

of the  eService web portal engine delivered in 2008 . It has been broadened in scope and 

capability to allow organizations  more flexibility with the functionality they offer through their 

web portal. All existing eService configurations will continue to work with  the new portal 

integration  framework.  

 

Initially this accelerator will be provided for on -premise customers. However, source code is 

provided for customers who wish to utilize it with Microsoft Dynamics CRM Online. Future releases 

will provide information  on how to deliver this accelerator via the Windows Azure Ê Platform.  

 

This accelerator is planned to be released  in Q3 2009.  

 

Partner Relationship Management (PRM)  

The PRM Accelerator allows businesses to use Microsoft Dynamics CRM to distribute sales lead s 

and centrally manage sales opportunities across channel partners.   Using the PRM Accelerator, 

companies can jointly manage sales processes with key businesses partners  using a centralized 

web portal  as well as extend this integration to automate additio nal business processes using 

custom CRM entities and workflows.   

 

The PRM accelerator requires the web interaction management accelerator to be installed 

before you commence deployment of PRM. In addition to the standard capabilities provided by 

the web in teraction management accelerator the PRM accelerator provides the following 

capabilities:  

¶ Partner p rofiling and segmentation  

¶ Partner skillset management  

¶ Partner training and accreditation management  

¶ Partner performance reporting  

¶ Lead allocation  

¶ Opportunity  pool and bid management  

¶ Joint opportunity management  

¶ Sales literature downloads  

¶ Knowledge base searches  

¶ Online service scheduling  

¶ Typical PRM process management workflows  
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Initially this accelerator will be provided for on -premise customers. However, sour ce code is 

provided for customers who wish to utilize it with Microsoft Dynamics CRM Online. Future releases 

will provide information on how to deliver this accelerator via the Windows Azure Ê Platform.  

 

This accelerator is planned to be  release d  in Q3 2009. 

 

 
Figure 7: Partner record in Microsoft Dynamics CRM  

 

 
Figure 8: Opportunities can be allocated to partners  

 


























