
Customer Service

“With Microsoft 
Dynamics CRM, 
training time is 
reduced, people 

faster, and we 
can get new 
employees out 

quickly—all 
because the 
system brings 
them the 
information that 
they need in an 
easy-to-use, 
point-click fashion.”
JEFF BEELMAN
Contact Center Lead, 
Wellmark

Improve customer satisfaction and service 
effectiveness with Microsoft DynamicsTM CRM
for Customer Service
Deliver customer information, case management, service history, and 
support knowledge directly to the desktops of customer service representatives 

provides a comprehensive customer service solution that is familiar to users, 

Microsoft Dynamics CRM for Customer Service 
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“Microsoft 
Dynamics CRM 

is truly a new 
platform for 

Polaris, allowing 
support and sales 

teams to evolve 
and work together 
in ways that were 

not possible 
with the legacy 

applications.”
BEDE BRAEGELMANN

Project Manager,
Polaris Industries

DELIVER SUPERIOR CUSTOMER SERVICE
Utilize multiple interaction channels, including phone calls, e-mail messages, 

history, Service Level Agreements (SLAs) and a powerful Knowledge Base 

representatives to create a more consistent service experience using agent 

MANAGE WORK MORE EFFICIENTLY
Create a productive work environment for your customer service 

® Server, within the context of a contact
center agent desktop, or as a natural extension of Microsoft Outlook®,

AUTOMATE SERVICE PROCESSES
Assign, manage, and resolve support incidents with automated routing, 

®

core competency of their organization, Microsoft Dynamics CRM can extend 
throughout the customer value chain to include other departments or areas 

Agent desktop with case management



RESOLVE ISSUES QUICKLY AND ACCURATELY

GAIN ACTIONABLE INSIGHT
Measure customer satisfaction during all stages of the service lifecycle either 

analytics to raise customer satisfaction, reduce case handling times, improve 

THIRD PARTY INTEGRATION

with critical contact center infrastructure products, including leading telephony 

as agent scripting, offer management and workforce management, and call 

INTEGRATION WITH THE MICROSOFT CUSTOMER CARE FRAMEWORK

Care Framework to aggregate information from existing systems and channels, 
-

“We’ve been 
able to provide 
our customers 
with same-day
responses, 
reducing wait 
times that used 
to range up to 
three days.”
ROSALEE ALLAN

PAML



“Microsoft 
Dynamics CRM 

has played a key 
role in helping us 

quickly respond 
to virtually any 

constituent request 
with superior 

service—whether 
it comes in the 

form of an 
in-person visit to 

by phone, or over 
the Internet”

GEORGE WHITE

Attorney General

MICROSOFT DYNAMICS CRM CUSTOMER SERVICE
Choose your user experience:

Manage cases:

cases from initial contact through resolution and automatically associate incoming 

Route and queue cases:
them easily and automatically route them to the appropriate individual, supervisor or 

Speed problem resolution:

Manage contracts: Create and maintain service contracts within Microsoft Dynamics CRM

Manage and automate e-mail response: Maintain accurate account, contact and 

Maintain a product catalog: Work with a full-featured product catalog, including 

Schedule appointments and resources: Manage service appointments and resource 
allocation across your service sites and locations with a single calendar view of 

customer-preferred service professionals and schedule service appointments to deliver 

Manage services, facilities, and equipment: Model your complete service delivery 
offerings and resource groupings into Microsoft Dynamics CRM to provide consistent 

Communicate in real time:

Automate service processes:
service using Microsoft Visual Studio®

Protect data quality: Automatically clean and purge duplicate records to ensure data 

Turn data into actionable knowledge: Identify common support issues, track service 

Microsoft Dynamics CRM, visit: 


