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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 peopl e, 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 further details on a quarterly basis . 

 

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  enhanc ed CRM capabilities across sales, service and marketing . The Microsoft Dynamics 

CRM 4.0 architectu re supports multi -language and multi -currency requirements as well as multi -

tenancy for enterprise and on -demand  CRM deployments. Microsoft Dynamics CRM 4.0 a lso 

delivers  a number of adv ances in reporting and workflow (which  now run s on the enterprise 

Windows ® Workflow Foundation platform ). 

 

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

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

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

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

understand.  

 

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

ownership models : 

¶ 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 as 

follows:  

o Partner -hosted : a subscription via one of many global hosting partners.  

o Microsoft -hosted : a subscription directly from  Microsoft called Microsoft Dyna mics 

CRM Online .  

 

Our mission is to d eliver 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 Dynamics CRM 4.0 roadmap  

¶ Microsoft Dynamics CRM Online roadmap  

¶ 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 timelines . 

 

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 Sa les, 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 power 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 i nteract 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 also a plan of continuous innovation and capabilities for Microsoft Dynamics CRM 4.0,  

which includes:  

¶ Mobility  

¶ Accelerators  

¶ BizTalk Integration  

¶ SharePoint Web Parts  

 

Microsoft Dynamics CRM Mobility  

During late 2008 Microsoft conducted  a strategic review of mobility options for Microsoft 

Dynamics CRM. From this review it wa s clear that customers required  a number of options to 

meet  their CRM mobility requirements. Mobile applications for Microsoft Dynamics CRM need to 

cater for the following scenarios:  

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

Research -In-Motion (RIM)  Blackberry ® 

¶ HTML 4.0 mobile br owsers 

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

 

Microsoft Dynamics CRM 4.0 customers today have a range of mobile options through the 

Microsoft partner network. The near  term strategy will provide mobile CRM solutio n options for 

customers both directly from Microsoft and through our partners. In the short term , Microsoft is 

providing  an option  for Microsoft Dynamics CRM 4.0 c ustomers,  a new release  of Microsoft 

Mobile Express  for Microsoft Dynamics CRM  which runs on any mobile device that suppo rts HTML 

4.0 browsing. For more complex mobile requirements  Microsoft has formed an alliance  with Ten 

Digits to provide their  mobile solution  (MobileAccess 4.0)  for both Microsoft Windows Mobile and 

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
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Research -In-Mo tion ( RIM) Blackberry ® customers . These solutions are available at a range of  

price s. 

 

Whether your mobile CRM requirements are immediate or longer term the Microsoft Dynamics 

CRM mobile strategy will support your functional and device requirements now and  in the future.   

 

Additionally, Microsoft has released  Microsoft System Center Mobile Device Manager 2008 

which provides over -the -air management of Windows Mobile phones and security -enhanced 

access to corporate data behind the firewall.  

 

Mobile Express  fo r Microsoft Dynamics CRM 4.0  

Due out  in the first  half  of 2009 , 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, cre ate, 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 administrative interface is available to enable organizations  to 

control what a nd how users view their CRM da ta on the mobile device .  

 

The new release  of Mobile Express  for Microsoft Dynamics CRM 4.0  will be  fully supported 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 Microsoft Office Outlook ® and 

web browser users . The new release  has been optimized for limited bandwidth environ ments 

and will work 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  will work with the 

multi -tenanted architecture of Microsoft Dynamics CRM 4. 0 allowing users to point at different 

organizations from the same device.  

 

The beta release of Mobile Express for Microsoft Dynamics CRM 4.0  is now available at 

http://connect.microsoft.com .  

 

Ten Digits Alliance  

Microsoft  and Ten  Digits Software Inc. currently 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 Ten  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 requirements 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 re mote employee s and partners. MobileAccess ® is 

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

overhead and setup.  

 

http://connect.microsoft.com/
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To find out more about Ten  Digits MobileAccess ® and their constant innovation of new products 

and capabili ties for Microsoft Dynamics CRM, visit http://tendigits.com .  

 

Microsoft System Center Mobile Device Manager 2008  

With the release of Microsoft Windows Mobile 6.1, Microsoft System Center Mobil e Device 

Manager 2008 brings  organizations new security features and improved control over  Windows 

Mobile devices . System Center plays a central role in the Microsoft vision to help IT organizations 

have self -managing, dynamic systems. Solutions such as Microsoft Windows Mobile 6.1 a nd 

Microsoft System Center Mobile Device Manager 2008 are tuned to simplify managing systems 

and applications.  

  

Together, they enhance on -device security and enforce over -the -air policies. They allow IT 

professionals to manage phones more efficiently wit hin organizations, and give mobile 

employees access to confidential information on corporate networks with firewalls.  

  

Features of Microsoft System Center Mobile Device Manager 2008:  

¶ Helps protect sensitive information if the mobile device is lost or st olen  

¶ Performs instant remote mobile device wipe to help reduce security risks  

¶ Provides security enhanced behind -the -firewall access for mobile users  

¶ Helps lower mobile device maintenance and troubleshooting costs and management 

complexity  

¶ Provides greater scalability with support for thousands of mobile users on a server  

 

During December 2008, Microsoft System Center Mobile Device Manager 2008 Service Pack 1 

(SP1) was released. SP1 is designed to cost -effectively support large -scale deployments of 

Mobile De vice Manager with new features and enhancements . 

 

To find out more about Microsoft System Center Mobile Device Manager 2008 visit 

http://www.microsoft.com/systemcenter/mobile/default.mspx   

 

Accelerator s for Microsoft Dynamics CRM 4.0  

During late 2008 and early 2009 Microsoft released the first wave of Accelerators for Microsoft 

Dynamics CRM 4.0. Accelerators for Microsoft Dynamics CR M 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 CRM 4.0 platform can be configured and 

extended to broaden marketing, sales and serv ice capabilities . Accelerators  for Microsoft 

Dynamics CRM  provide additional functional ity for deployments of Microsoft Dynamics CRM 4.0 .  

Microsoft Dynamics CRM customers are  encourage d  to further configure these a ccelerators to 

meet their specific busine ss needs. 

 

Each accelerator can consist of the following:  

http://tendigits.com/
http://www.microsoft.com/systemcenter/mobile/default.mspx
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¶ Importable data model  

¶ Business process workflows  

¶ Business Intelligence elements such as custom reports  

¶ Source -code samples (strictly adhering to SDK guidelines)  

¶ Documentation for installing, operati ng, localizing and extending the solution  

¶ An automated installer  

 

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

Additionally, 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 capabilities, a ccelerators can be easily 

deployed for both on -demand and on -premise environments.  Work has commenced on 

providing Microsoft Dynamics CRM Online -specific versions of several accelerators.  We expect 

to provide more details regarding this in March/April 2009.  

 

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 . 

 

The following  accelerators are part of wave 1 : 

¶ Analytics  

¶ eService  

¶ Event Management  

¶ Enterprise Search  

¶ Sales Methodologies  

¶ Extended Sales Forecasting  

¶ CRM Notifications  

¶ Business Productivity  

 

You can download all a ccelerators for Microsoft Dynamics CRM from here . 

 

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

accelerators as p art of wave 2 during Q2 and Q3 of 2009. The detailed list of Wave 2 

accelerators to be built will be communicated before the end of Q1 2009.  

 

For customers and partners in non -English speaking markets there will be localized versions of 

several accelerator s available for download. The following accelerators will be localized:  

¶ Extended Sales Forecasting  

¶ eService  

¶ Event Management  

¶ Notifications  

 

The localization effort will  have two waves or tiers, tier 1 languages include:  

http://www.codeplex.com/crmaccelerators
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¶ French  

¶ German  

¶ Dutch  

¶ Danish  

¶ Italian  

 

Tier 2 languages include:  

¶ Finnish 

¶ Norwegian  

¶ Portuguese  

¶ Spanish 

¶ Swedish 

¶ Hebrew  

 

Localized releases (both tier 1 and 2) is expected to be available in H1 2009.  

 

Following is a description of  each accelerator  included in Wave 1 . 

 

Analytics  

Many customers and partners will be familiar with Analytics Foundation for Microsoft Dynamics 

CRM 3.0 which was a business intelligence feature pack for Microsoft Dynamics CRM 3.0. 

Analytics Foundation for Dynamics CRM 3.0 included Dashboards, Key Performance Indicators 

(KPIõs) and a suite of new reports. Analytics  Accelerator for Microsoft Dynamics CRM 4.0  expands 

on this, and is designed to support a range of business intelligence òmaturityó levels for 

customers and partners:  

 

Basic ð Organizations that have an overview of the reporting capabilities available out of the 

box through Microsoft Dynamics CRM, SQL Server Reporting Services (SSRS) and Microsoft Excel.   

For organizations at this level, the Analytics Accelerator for Microsoft Dynamics CRM 4.0 provides 

a set of custom SQL Reporting Services dashboards and detailed instructions for tailoring these 

dashboards to their specific requirements.  

 

Rationalized ð Organiz ations that are looking to move beyond basic operational dashboards, 

and seeking to gather and present trending data as well as seeking to provide business users 

with an ad hoc reporting environment driven by a SQL Server Analysis Services (SSAS) cube.  Fo r 

organizations at this level, the Analytics Accelerator for Microsoft Dynamics CRM 4.0 provides a 

SQL Analysis Services cube that can be installed against version 4.0 deployments, as well as a 

sample SQL Server Integration Services (SSIS) package for capt uring trending data related to the 

sales pipeline.  

 

Dynamic ð Organizations that have familiarity with both reporting services and analysis services, 

and are eager to move to the next level of performance management.  For organizations at this 

level, the A nalytics Accelerator for Microsoft Dynamics CRM 4.0 provides an enhanced SQL 

Server Analysis Services (SSAS) cube that includes an accumulating fact for gathering detailed 

trending information on the Sales pipeline, a set of data mining models to engage in  predictive 

http://www.codeplex.com/crmaccelerators/Release/ProjectReleases.aspx?ReleaseId=20449
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sales and service analytics, and a set of Microsoft Office PerformancePoint Server dashboards 

for full rollup of business metrics into an executive scorecard.  

 

The Analytics Accelera tor for Microsoft Dynamics CRM 4.0 comprises of three releases : 

 

Release 1 (Released in December 2008):  

¶ SQL Server 2005 Dashboard reports  

¶ Simple SQL Server 2005 Analysis Services (SSAS) cube 

 

Release 2 (Scheduled for January 2009):  

¶ SQL Server 2008 Dashboard reports  

¶ Simple SQL Server 2008 Analysis Services (SSAS) cube 

¶ Sales Pipeline trending analysis example (SQL Server 2005 AND 2008)  

 

Release 3 (Scheduled for February 2009):  

¶ Enhanced SQL Server Analysis Services (SSAS) cube (SQL Server 2005 AND 2008)  

¶ Embedded data mining applications  

¶ Microsoft Office PerformancePoint Server scorecards  

¶ Security synchronization plugin (and source code) to replicate the Microsoft Dynamics 

CRM security model to the enhanced SSAS cubes  

 

Click here  to download the latest Analytics Accelerator for Microsoft Dynamics CRM 4.0 release.  

 

The following images are taken from Release 1  of the Analytics Accelerator  for Microsoft 

Dynamics CRM 4.0 : 

 

http://www.codeplex.com/crmaccelerators/Release/ProjectReleases.aspx?ReleaseId=20449
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Figure 1: Sales Manager Dashbo ard (SQL Server 2005)  

 
Figure 2: Sales User Dashboard (SQL Server 2005)  
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eService  

The eService Accelerator  for Microsoft Dynamics CRM 4.0  provides businesses the ability to 

deliver self -service capabilities to their custome rs while tracking and managing these 

interactions in Microsoft Dynamics CRM  4.0.   

 

Customer Service is generally considered a cost center where cost -savings and productivity are 

the top priorities for most businesses .  This stands in stark contrast to marketing and sales which is 

usually viewed as a profit center where revenue generation is the focus. People that manage 

call centers or customer service operations are constantly looking for new processes and 

technologi es that can help them drive customer service efficiencies.  Essentially, they want to 

service more customers at less cost while at the same time maintaining (or even improving) 

customer satisfaction.  This can be  a difficult equation for organizations to solve . 

 

The eService Accelerator for Microsoft Dynamics CRM 4.0 provides the mechanism to help 

businesses solve that diff icult equation.  At its core, the eService  Accelerator for Microsoft 

Dynamics CRM 4.0  comprises  a range of technologies that allow busin esses to prov ide online 

support to customers,  which can òdeflectó calls and in-person visits, or at minimum  reduce  a 

portion of the cost to manage a service issue. As demographics shift worldwide and Internet 

technologies become more pervasive, many custom ers prefer to use an eService channel.  

 

The eService Accelerator for Microsoft Dynamics CRM 4.0 provides customer self -service 

capabilities (via a web p ortal) as a configurable out -of -the -box offering. The  web self -service 

portal exposes the following CRM functions to customers:  

¶ Customer authentication into the portal  and workflows to manage the setup of a 

contact as a web self -service customer.  

¶ Customer profile updates to contact  and account  details ; this capability is configurable 

allowing organizations t o choose which attributes of the profile they want to expose to 

the customer portal such as name, contact details and communications preferences.  

¶ The ability to view, create , edit , attach documents to  and close service cases . There are 

two permission level s available to web portal customers : 

o Account -Level: these customers can view and modify all cases raised against the 

account they are associated with.  

o Contact -Level: these customers can only view and modify service cases that they 

themselves have raised.  

¶ Online service scheduling  allowing customers to search for convenient times and then 

book service appointments with the organization.  

¶ Search against  the Microsoft Dynamics CRM knowledge base  (KB) using keywords. Once 

the appropriate KB article has been located the customer can then email that article to 

themselves or others.  

 

The eService A ccelerator for Microsoft Dynamics CRM 4.0 can either be used within the 

customerõs own web portal or they can use the pre -built portal solution provided by Microsoft in 

the ASP.NET 2.0 Small Business Starter Kit http://www.asp.net/downloads/starter -kits/small -

business/ . 

  

All source code  from the customer portal solution is provided so that customers and partners  

can extend the solution further and tailor it to their specific business requirements.  

http://www.asp.net/downloads/starter-kits/small-business/
http://www.asp.net/downloads/starter-kits/small-business/
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Click here  to download the latest eService Accelerator for Microsoft Dynamics CRM release.  

 

 

The following images are taken from t he first release  of the eService Accelerator:  

 

 
Figure 3: eService Portal Home Page  

http://www.codeplex.com/crmaccelerators/Release/ProjectReleases.aspx?ReleaseId=19956
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Figure 4: Customer Profile Edit  page  

 
Figure 5: Edit Case Page  
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Figure 6: Service scheduling  page  

 
Figure 7: Search Knowledge Base page  

 

 


