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WHY IS MICROSOFT DYNAMICS CRM 4 BETTER THAN SALESFORCE.COM?

Feature Salesforce.com Microsoft Advantage
Ability to Salesforce.com only allows for the tracking of Microsoft Dynamics CRM allows for the tracking | Microsoft
track complex parent-child relationships between accounts of complex relationships between contacts,
relationships and contacts. For every contact record it is accounts, opportunities, and other CRM type

required that there be an associated account. records. Contacts can be disconnected from

This prevents true business-to-consumer accounts for true business-to-consumer selling,

relationship management. servicing, and marketing. Custom relationships

can be defined around a specific industry (i.e.,

There is a Person Account solution in Enterprise | manufacturer wants to track all consultants

and Unlimited Editions available upon request. working with their customers).

This is more of a band-aid than a true

Business-to-Consumer capability.
Document SalesForce.com provides a rudimentary file Through integrated innovation, Microsoft Microsoft
Management system for storing documents related to CRM Dynamics CRM provides a connection to

records as a standard feature. This is an
approach used by CRM vendors in the past
which has failed to promote the centralization
of content given that it adds no benefit to the
end user. It does not provide
check-in/check-out functionality or
collaboration with non-CRM users.

They market their documents tab as a central
place to manage company documents or
promotional materials. This has been effective
in the past when selling to Marketing
executives.

Recently, they added a Content management
capability, ContentForce, which is an additional
$35 per user/month. This functionality was
added through their acquisition of Koral in
2007.*

Windows SharePoint Services and SharePoint
Server which delivers a robust document
management system that allows for the
collaboration on documents, management of
virtual teams, versioning, check-in/check out,
updates between local and workspace content,
conflict resolution, and other team space
capabilities. Additionally, non-CRM users are
provided the ability to view SharePoint
documents without having to be logged into
the CRM system (i.e., legal reviews a proposal).

Continued...
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Feature

Ability to
track complex
relationships

Salesforce.com

Although Salesforce.com offers an Outlook
version, the user is still left with only light,
client-side integration, with simplistic
functionality. This provides only “passive” e-mail
integration where the rep has to consciously
copy e-mails from Outlook into Salesforce.com.

This increases the likelihood that customer
interaction data would reside in two systems.

The Salesforce.com Outlook calendar and
contact synchronization utilizes Intellisync
which relies on the end user to consciously
perform synchronization tasks. Many customers
have reported issues with this functionality:

+ Multiple duplicate records appear in
Salesforce.com

- A“Salesforce.com” category is assigned to
each contact in Outlook causing problems for
customers already using the category feature

+ Outlook records erroneously deleted through
the sync process

Many Salesforce.com implementation partners
recommend clients enable the e-mail copy
function and disable contact, task, and calendar
integration.

Additionally, since the Salesforce.com/ Outlook
integration is at the client level and not at the
Exchange layer, the ability to promote
subsequent e-mail interactions automatically
would not be present.

Microsoft

Microsoft Dynamics CRM delivers unparalleled,
native real-time integration to Microsoft
Outlook and Exchange driving efficiency and
user adoption by allowing the user to interact
with CRM data without ever leaving that
application.

This eliminates the individual user dependent
batch synchronisation process that historically
never gets performed, which leads to CRM
systems containing only high-level information,
decreasing user adoption.

Microsoft Dynamics CRM is built around
providing “Active Listening” through real-time
integration. If a customer responds to an e-mail
sent from Outlook/CRM, that e-mail
automatically creates an activity for the
associated CRM account, contact, opportunity,
etc.

Advantage

Microsoft

Continued...
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Feature

Office Integration

Salesforce.com

Salesforce Connect for Office has two basic
components:

1. The Word component allows you to quickly
create mail merge Word documents to upload
to Salesforce.com that will merge data from
Salesforce.com into your Word documents.

2.The Excel component allows you to import
Salesforce.com report data to Excel and
dynamically update it.

The add-on is included in all editions for no
additional fees and requires the user to
download a toolbar, which is primarily used to
select Salesforce.com word merge fields.

Many customers who need quoting or proposal
capability use an AppExchange application
(currently 30 in the catalog) or alternate
solution.

Microsoft

Microsoft allows for the real time access of
Microsoft Dynamics CRM data from within
other Microsoft applications.

For example, a manager can right-click on an
account name from within Excel and bring up a
configurable window that will display
information from Microsoft Dynamics CRM
without ever having to leave Excel.

The user can also change CRM data (i.e.,
activities, cases, etc.) from within this window.
This is just one of the capabilities that Microsoft
provides which decreases the laborious tasks of
alt+tabbing between applications in order to
complete a process; driving efficiency and
lowering operational costs.

Advantage

Microsoft

E-mail Authoring
Functionality

Salesforce.com takes an online approach to
e-mail authoring. The user creates templates
within Salesforce.com (or their own HTML) that
can be used for e-mails or marketing blasts.
They sell this as an advantage because it places
a time-stamped task under each record (Lead,
Contact, Account, Opportunity, etc.) who
receives the e-mail.

After sending an HTML e-mail, users can track
the date it was first opened, the number of
times it was opened, and the date it was most
recently opened.

Recently, they formed a partnership with
Google to deliver Gmail integration as an
authoring tool.

Microsoft provides the option for the end user
to utilize the power of MS Word as its e-mail
editor. This allows for the rich functionality of
the industry’s best word processor within an
e-mail environment.

Salesforce.com

Continued...
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Feature Salesforce.com Microsoft Advantage
E-mail With Salesforce.com, any e-mail attachments When associating an e-mail with a CRM record Microsoft
Attachement are lost upon the association with a CRM within Microsoft Dynamics CRM, not only are
Storage record. This demonstrates the very low level the constituents and the body text copied but
integration with Outlook and ensures that also any attachments that were a part of the
customer information resides in separate originating e-mail. This ensures that all
systems. customer information is represented in the
CRM system, whether stored in an e-mail or a
document.
Analytics/ Salesforce.com business process integration CRM not only encompasses data but also Microsoft
Dashboard is limited to the specific functional areas customer centric business process which can
included with the service. The APl will extend span many systems within an organization.
functionality to a degree to collect and Microsoft Dynamics CRM, built from the ground
exchange basic data elements. up on .NET, provides an extremely open
architecture that promotes ease of integration
Salesforce.com customers who require a full for the fulfillment of business process
automation of a business process such as automation.
lead>close>order>fulfill will need to consider
third-party integration tools, consulting
resources, and connecting online and
on-premise applications—a difficult task for
many.
Since Apex is a proprietary language, it will be
harder to find developers. Also, writing.NET
code within the Salesforce platform is not the
native language.
Customisation Some of their messaging: Microsoft Dynamics CRM is built from the Tie

“Point and click customization.”

“35,300 Salesforce Implementations. All of
Them Unique’”

For most customizations, the point-and-click
configuration tools are used. For more complex
customizations, Salesforce.com provides
toolkits for all major development languages.
The Salesforce own native programming
language, Apex, is available to developers, so
that any customizations developed with Apex
will run natively on the Force.com platform.

Since Apex is a proprietary language, it will be
harder to find developers. Also, writing .NET
code within the Salesforce platform is not the
native language.

ground up on the Microsoft .NET Framework,
delivering comprehensive tools that developers
can use to enhance existing functionality, build
customized vertical solutions, create
integrations with third-party applications, and
extend the solution to Web services platforms.

Microsoft’s point and click config tools are also
designed for non-technical users.

The Microsoft .NET Platform offers a broader
audience of developers and pre-built solutions
for more complex customisation requirements.

Continued...
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Feature

Integration Tools

Salesforce.com

Salesforce.com Connect offers five mix-and-
match approaches to meet the organisational,
technical, and user integration needs of each
customer.

« Native ERP Connectors to Oracle and SAP
+ Integration Middleware

« Developer Toolkits—the Salesforce.com
platform supports all major development

environments and tools for custom integration.

+ Mash-Ups from the AppExchange -
pre-integrated functionality in the
AppExchange directory from over 500
components and applications.

+ Native Desktop Connectors—Microsoft
Outlook, Lotus Notes, Microsoft Excel,
and Microsoft Word.

Microsoft

The CRM SDK offers a complete integration
suite:

« Rich Business Modeling for many-to-many
relationships across standard and custom
objects.

- A scalable and reliable workflow service to
promote process automation across end-user
applications.

« Regional and local based customisations.

« Integration with Visual Studio, Active Directory
(On-Premise), Windows Live (Online).

- Web service APIs in offline mode.

« Extensibility mechanisms across product lines
- On-Premise, Hosted, and Online.

« Unified event framework - enables custom
solutions to be developed and integrated in
CRM

- Data management - bulk delete and duplicate
detection.

« Builds the bridge between structured data
(i.e., contact records stored in a database) and
unstructured data (i.e., e-mails, documents,
etc.).

Advantage

Microsoft

Continued...




Genesis i

Communications A 1| Microsoft Dynamics CRM

Feature / Function Comparison

Included

Not Available

Feature Comparison Key Limited Functionality
Available for Additional Fees
Planned for Upcoming Release

Microsoft Salesforce.com Salesforce.com
Dynamics Professional Enterprise
CRM Edition Edition
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Account, Contact, Opportunity & Activity Management

Document Management

Notes and Attachments

Data Validation

Customizable Forecasting
Contract & Renewal management
Integration with Selling methodologies
Product Catalog

Revenue schedule management
Team selling

Client lifecycle management
Advanced call scripting

Territory management

Mass Quota Updates

Workflow and Approvals
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Marketing
Online Advertising
Website lead capture & tracking (Web-to-lead)
Document management
Content management
E-mail templates & tracking
Mass E-mail and Tracking
Campaign Management
List Management
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Service and Support
Case Management
Data validation
Document management
Queues and auto-assignment
Case Escalation & Notifications
History tracking
Knowledge base & suggested solutions
Multi-lingual solutions
Service Dashboards
Web and E-mail Case Capture
Asset Management
Service Entitlements
Service contracts
Service Scheduling
Customer Portal 38
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Analytics
Standard & Custom Reports
Custom Report Formulas
Custom Conditional Highlighting
Customizable Dashboards
Analytic Mash-ups
Read-only report access
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Feature / Function Comparison

Included

Not Available

Feature Comparison Key Limited Functionality

Available for Additional Fees

Planned for Upcoming Release

Mobile/Offline

Salesforce.com
Enterprise
Edition

Salesforce.com
Professional
Edition

Dynamics
CRM

Integration with Office (Online) v v v
Integration with Lotus Notes (Online) v v v
Offline Data Access v $ v
Desktop Solution Administration v X v
Mobile thin client » $ $
Mobile offline client » $ $
Customizatio
Custom Fields per Object Unlimited 100 500
Total Custom Objects 100 50 200
Custom Object History Tracking v v v
Custom Formulas ® v v
Image Fields ® v v
Data Validation v v v
Custom Object Sharing Controls v X v
Smart Field Defaulting v X X
Total Custom Tabs Unlimited 10 25
Custom Layouts v v v
Embedded Mashups v v v
Custom Buttons v v v
Translation Workbench v v v
Rename Tabs & Labels v v v
Multiple custom page layouts X X v
Record-dependent page layouts X X v
AJAX toolkit v X v
Standard Button Overrides v X v
Account-based sharing controls v v v
Record-level security v v v
Field-level security X X v
Multi-departmental administration v X v
Profile-based departmental security v X v
Delegated administration v X v
Opportunity, Lead and Case Sharing Controls v X v
Custom Object sharing controls v X v
O O
Lead and Case routing v v v
Multi-step process approvals v X v
Workflow automation rules™ v X v
Multiple business processes v X v
Custom business processes v X v

Continued...
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Included v
Not Available X Byt Salesforce.com Salesforce.com
Feature Comparison Key Limited Functionality ® CRM Professional Enterprise

Available for Additional Fees - Edition Edition

Planned for Upcoming Release
Multiple application management v v v
Maximum custom applications Unlimited 5 10
Platform Only ( No CRM) $ $ $
Import/Export Customizations v v v
Import De-Duplication v v v
Weekly export service » $ v
Real-Time Database mirroring v X v
Data loader v X v
Sandbox (Development Environment) v $ S
Partner Relationship Management X X $
Web Services API v $ $
Single Sign-On v
SAP Integration Partner $ $
Siebel Integration Partner $ $
Dynamics Integration Partner $ $






