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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.

In addition, our Insights & Automation team provides business 
intelligence (BI) and robotic process automation (RPA) services. 
Our Marketing Consulting team provides marketing automation 
platform and marketing campaign support services.
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Agenda
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 Key actions to help drive user adoption 
 Customization options to tailor CRM to 

your organizational needs
 Automation & insights in CRM
 Sales pipeline progression
 Questions
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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
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User Adoption & 
Implementation 
Success

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

 Work with an experienced 
advisor to continue to 
enhance the system over 
time
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Sales Process
 Create Leads

 Convert Leads into revenue 
generating Opportunities

 Close Opportunity as Won

 Sales reporting along the 
way
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Lead
 Potential customers who have shown 

interest in your products or services

‒ Expressed interest by requesting 
more information on your website

‒ Started following your organization 
on social media

‒ Responded to an advertising or 
email campaign

 An existing client or someone you’ve 
never done business with before

 The first step in the sales process
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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
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Lead Analytics
 Lead Views

 Lead Assignment

 Lead Focused View

 Activities to track your  
communication with the 
lead
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Lead to 
Opportunity
 After a lead meets your 

organization’s qualification 
criteria, the record can be 
qualified as an Opportunity. If the 
criteria isn’t met, the record can 
be disqualified with the ability to 
reopen later if needed

 Opportunities in Dynamics 365 
must be associated with an 
Account or a Contact

 Companies are created in 
Dynamics 365 as Account
records

 Individual people are created in 
Dynamics 365 as Contact
records
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Opportunity
 An existing client or someone 

you’ve never done business with 
before

 The Opportunity is created when 
your lead or existing client is 
almost ready to buy

 Opportunities are the second 
step in the sales process. As a 
result, Opportunities allow you to 
track more specific details than 
Leads
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Opportunity 
Management
 Track activities such as client 

communication & internal 
action items using the 
Timeline

 Use the Assistant to get a 
summary of what’s going on 
with the Opportunity upon 
navigating to the record

 Close Opportunity as Lost if 
the sale doesn’t continue. 
Otherwise, the Opportunity 
can be closed as Won so you 
can proceed with the sales 
process
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Sales Reporting

 Dashboards, Views, Export to 
Excel

 Opportunity Pipeline View: 
Opportunity score, estimated or 
actual close date, estimated or 
actual revenue, opportunity 
grade or pipeline phase

 Metrics, Charts, Inline Editing, & 
Summary Preview
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Sales Process Continued
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Business Rules/ 
JavaScript

Dynamics CRM 
Workflows

Power Automate 
Cloud Flows

Custom 
Development 
(Code)

Dynamics CRM Automation Tools
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Business Cases
 If 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 

field & make it required

Business Rules

 Low code alternative to 
JavaScript

 Runs when user opens form 
or changes a field value

 Can show, hide, change 
requirement level, & do 
more on a field
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Workflows
 Run in the Dynamics 365 

environment

 Triggered by record 
creation, deletion, or field 
updates

 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
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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
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Microsoft Copilot
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Copilot Email 
Insights
 Suggested email draft 

available directly in Outlook

 Summarize email chains & 
add notes to CRM records

 Identify customers & 
companies through email
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Copilot Record 
Summaries
 Uses the CRM audit history 

to identify recent changes to 
the record

 Identifies key fields & 
metrics that are helpful for 
the salesperson to know
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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
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Power BI Reporting
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Additional Resources

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
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Questions?
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Assurance  /  Tax  /  Consulting

forvis.com
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Thank you!
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