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Provide your sales or service reps with a well-defined process
to take the guesswork out of their day-to-day activities.
Microsoft Dynamics CRM includes ready-to-use business
processes that you can customize to match how your
organization works.

Follow these steps to customize your own business process:

What is a business process?

The basics of customizing a business process
Now let's add a branch
Make your business process available for use

Next steps




what is a business process?
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Business processes help you and everyone on your team follow
best practices by guiding you through consistent stages and
steps for common tasks.

For example, your organization may want everyone to follow the
same steps to qualify new sales leads or to resolve service cases.

Business processes help you do that.

Note: You'll need the Manager, Vice President,
CEO-Business Manager, System Administrator,
or System Customizer security role or equivalent
permissions to do the tasks in this guide.

Not sure you have the right permissions?
View your user profile

Applies to: Microsoft Dynamics CRM Online & Microsoft Dynamics CRM 2015 @



http://www.microsoft.com/en-us/dynamics/crm-customer-center/view-your-user-profile.aspx

see your next steps — no guesswork!
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Process bar

You'll see the process bar at the top of the screen when you work
on certain types of records—for example, leads or opportunities.

The process bar shows you where a customer is in the process, and
the next steps you need to take. You enter necessary information
and mark completed steps in the process bar as you go.

It's your roadmap for getting things done.

Want a short, visual guide that introduces business processes?
Check out the eBook: Business Processes.



http://go.microsoft.com/fwlink/p/?LinkID=321480

adapt a process to match your business

There are several business processes
available for common customer
interactions, with the stages and steps
already mapped out for you.

But what if you need to change a
business process to make it match the
way your organization does things?

This guide shows you how.




the basics of customizing a
business process

The best way to learn how to customize a business process
is to start with an example.

In this guide, we'll show you how to change the Lead to
Opportunity Sales Process to add a stage to create a
proposal for a lead.

The Lead to Opportunity Sales Process is a ready-to-use
process provided by CRM. It's a template you can change
to match how you do business.

Let's get started!




go to the list of processes

If your screen looks like this (latest version):

Go to Settings > Processes.

Microsoft Dynamics CRM =

Settings | v+  Processes | @ Search CRM data

parkeng [, ey
Settings

Business

Customization System Process Center

II Business Management m Customizations @ Administration Email Configuration a Processes

Templates Solutions m Security E Activity Feeds Configu...
Product Catalog Dynamics Marketplace m Data Management E Activity Feeds Rules

[

Service Management

Flug-In Trace Log

Systemn Jobs
Document Manageme...
% Auditing

If your screen looks like this (older version):
Go to Microsoft Dynamics CRM > Settings > Processes.
SETTINGS « Processes | « @ L By
Process Center

< Yl

=

PROCESSES

DEBUG INFO




view the list of business processes

Maria Cameron
1]

Microsoft Dynamics CRM « SETTINGS »  Processes | v

Contoso

*+ My Processes|~ o

3. System Views Ictivate Mare Actions -
Activated Processes
All Process Templates Category Primary Entity Status Created On
All Processes Business Process Flow Lead Activated 11,/11/2013 5:09...
Business Process Flows ) ) T
Business Process Flow Case Activated 11/11/2013 5:08...
Draft Processes
Business Process Flow Opportunity Activated 11/11/2013 5:08...
My Processes
. b i - - 1 s T S 11112720 P
Create Personal View Business Process Flow Campaign Activated 11/12/2013 10:1...
Save Filters as New View Business Process Flow Contact Activated 11/12/2013 10:1...
Save Filters to Current View Bt e P Eles P A tir ek nrd 14110 D M

To see a list of all the business processes installed on
your system, choose the arrow, and then select Business
Process Flows.

O,



select the business process to edit

Microsoft Dynamics CRM v  # | SETTINGS v  Processes | v (‘B Create

+ Business Process Flows v
%L Mew = | @ &; ;X,' IZ{':(I Activate {:I. Deactivate More Actions -

' | Process Mame Category Primary Entity
Lead to Opportunity Sales Process Business Process Flow Lead
Phone to Case Process Business Process Flow Case
Opportunity Sales Process Business Process Flow Oppartunity

Choose a business process in the list to look at and edit
its stages and steps.

In our example, we've chosen the Lead to Opportunity
Sales process.
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get to know the business process editor

You can edit details like the
business process name and
description.

Each box is a stage in the
business process. Choose
Stage Name to change the
name.

Each stage contains steps.

If your process needs to
change under certain
conditions, you can create a
branch with different stages,
and then merge back into your
main process.

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details
Stage Mame *
Quali Step Name Value Required
P q

Existing Contact? Existing Contact?

Entity *

Lead Existing Account? Existing Account?
Purchase Timeframe Purchase Timeframe

Stage Category :

Qualify Estimated Budget Budget Amount

Purchase Process

Identify Decision Maker

Purchase Process

Decision Maker?

Capture Summary Description
+ Insert stage £ Add branch
I Stage Mame ™
DEVBIOP Step Name Value Required

Customer Need

Customer Need

Entity *

Opportunity Proposed Solution Proposed Solution
Identify Stakeholders Identify Customer Contacts

Relationship i ; : i

Select relationshi Identify Competitors Identify Competitors

Stage Category

Develop

+ Insert stage £3 Add branch
Stage Mame *
Propose Step Name Value Required
X Identify Sales Team Identify Sales Team

Entity *

Opportunity Develop Proposal Develop Proposal
Complete Internal Review Complete Internal Review

Relationship

Select relationships

Present Proposal

Presented Proposal

O,



add a new stage to your process

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details «

Stage Name *

Qualify Step Name Value Required
Existing Contact? Existing Contact? O

Entity * Z Z

Lead Existing Account? Existing Account? (|
Purchase Timeframe Purchase Timeframe O

Stage Category )

Qualify Estimated Budget Budget Amount (|
Purchase Process Purchase Process O
Identify Decision Maker Decision Maker? (|
Capture Summary Description (]

+ Insert stage £ Add branch
Stage Name *
DEVBIOP Step Name Value Required
) Customer Meed Customer Need (]

Entity *

Opportunity Proposed Solution Proposed Solution (]
Identify Stakeholders Identify Customer Contacts (]

Relationship
Identify Competitors Identify Competitors (]

Select relationships

Stage Category
Develop

+ Insert stage 7Y Add branch

In our example, we want to add a stage
called Generate Proposal after the
Develop stage. This new stage includes
the steps for drafting a proposal to
send a lead who is almost ready to buy.

Choose Insert stage.



name your new stage

Stage Mame *

DEVEIOP Step Name Value Required

) Customer Need Customer Need |
Entity *
Opportunity Proposed Solution Proposed Solution ]

) . Identify Stakeholders Identify Customer Contacts ]

izllit::T;zonshi Identify Competitors Identify Competitors ] Ty pe da name fo r th € new Sta g e.
S In our example, the stage is called
ta? Generate Proposal.

+ Insert stage £y Add branch

Stage Mame * X
Generate Prop osal Step Name Yalue Required
New St Select to enter data |
Entity * e
Opportunity
Relationship

Select relationships

Stage Category

+ Insert stage £y Add branch



base your new stage on an entity

Stage Name *

Develop

Entity *
Opportunity

Relationship
Select relationships

Stage Category
Develop

Step Name

Customer Need
Proposed Solution
Identify Stakeholders
Identify Competitors

Value

Customer Need

Proposed Solution

Identify Customer Contacts

Identify Competitors

Required

|

OoOod

+ Insert stage £ Add branch

Stage Name *
Generate Proposal

Entity *
Fax
Invoice
Lead
Letter

Marketing List
Order

Phone Call
Price List ltem

Product
+ Insercstage % Aod orancn

Step Name

New Step

Value

Select to enter data

Required
|

Select an entity (record type) to
base the stage on. We're basing
this one on Opportunity. The
entity you select affects the fields
available for the steps you add
later on.

Choose the field under Entity and
then select the one you want.



select a category for your new stage

Stage Mame ™

Develop Step Name
Customer Need
Entity *
Opportunity Proposed Solution
Identify Stakeholders
Relationship i .
Select relationships IdanitylCompetitars
Stage Category
Develop

Value

Customer Need

Proposed Solution

Identify Customer Contacts

Identify Competitors

Required
O

O oo

+ Insert stage £ Add branch

Stage Mame *
Generate Proposal Step Name

New 5t
Entity * P
Opportunity

Relationship
Select relationships

Stage Category

Qualify

Value

Select to enter data

Required
O

Develop
+lnpg pose
Close

Identify
Research

Resolve
rupUsc Step Name

Identifv Sales Team

Value

Identifv Sales Team

Required
M

A category lets you group
stages by a type of action.

In our example, we'll select
Develop.

Choose the field under Stage
Category and then select the
one that fits best.



add steps to

your new stage

Stage Name *

Relationship
Select relationships

Stage Category
Develop

Drescription
Develop Proposal
Est. Close Date
Est. Revenue

Est. Revenue (Base)

DEVE'OP Step Name Value Required
Customer Need Customer Need O

Entity *

Opportunity Proposed Solution Proposed Solution ]
Identify Stakeholders Identify Customer Contacts O

Relationship . i i )

Select relationshi Identify Competitors Identify Competitors A

Stage Category

Develop

+ Insert stage £ Add branch

Stage Name *

Generate Proposal Step Name Value Required
Develop Proposal []

Entity * P

Opportunity Decision Maker?

+ Insert stage &% Add branch

In the Step Name column,
choose the field and type a
descriptive name for the step.
This will appear on the process
bar.

In the Value column, choose the
field, and then select a field to
use for data entry. If applicable,
select the Required check box
for any required field.

In our example, we'll just add
one step called Develop
Proposal.

If you need to add more steps,

choose the Add button

below the last step.



now let's add a branch
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If you want a stage that appears only under certain
conditions, you can add a branch to your business process.
When you add a branch, you also set the conditions for

which it appears.

|
b
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Create a branch in your process

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details «

Stage Name *

QLIEIlify Step Name Value Required
Existing Contact? Existing Contact? O

Entity * Z Z

Lead Existing Account? Existing Account? |
Purchase Timeframe Purchase Timeframe O

Stage Category }

Qualify Estimated Budget Budget Amount (]
Purchase Process Purchase Process O
Identify Decision Maker Decision Maker? (]
Capture Summary Description (]

+ Insert stage £ Add branch
Stage Name *
DEVBIOP Step Name Yalue Required
) Customer Need Customer Meed (]

Entity *

Opportunity Proposed Solution Proposed Solution -
Identify Stakeholders Identify Customer Contacts (]

Relationship
Identify Competitors Identify Competitors (]

Select relationships

Stage Category
Develop

+ Insert stage £ Add branch

In our example, we want to add an
Incubate stage that appears only when
the purchase timeframe for a lead is
this year or unknown.

Let's add a branch for this after the
Qualify stage.

Choose Add branch.



set the conditions for the branch

Now you set the conditions for when
you want the branch to appear.

In the Field dropdown, select Purchase
Timeframe. The available fields are steps
in the preceding stage.

In the Operator dropdown, select Equals.

In the Type dropdown, select Value.

In the Value list, select This Year and
Unknown.

When you're done setting the
conditions for the stage, select @.

If you want to add another condition,

select the Add button Ei.

Lead

Lead

Qualify

to Opportunity Sales Process

Purchase Timeframe
Estimated Budget
Purchase Process
Identify Decision Maker

Capture Summary

Purchase Timeframe
Budget Amount
Purchase Process
Decision Maker?

Description

Field

Purchase Timeframe

Operator

Equals

Type

Value

Value

- [] immediate

[] This Quarter

[] Mext Quarter

W] This Year

W] uUnknawn

© ®




add a stage in the branch

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details

Stage Mame *

Qua Iify Step Name Value Required
X Purchase Timeframe Purchase Timeframe O
Entity *
Lead Estimated Budget Budget Amount [
Purchase Process Purchase Process O
Stage Category : . . .
Qualify Identify Decision Maker Decision Maker? O
‘Capture Summary Descripiion O
+ Insert stage after branch £ Add branch
If Purchase Timeframe equals "This Year, Usinown™
n
+ Insert stage
Stage Name *
Develop Step Name Value Required
Customer Need Customer Need O
Entity *
Opportunity Proposed Solution Proposed Solution O

Choose Insert stage.



edit the new stage

Use the same steps as before to
edit the new stage.

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details

Stage Name *

Qualify

Entity *
Lead

Stage Category
Qualify

Step Name

Purchase Timeframe
Estimated Budget
Purchase Process
Identify Decision Maker

‘Capture Summary

Value

Purchase Timeframe
Budget Amount
Purchase Process
Decision Maker?

Description

Required
O

Ooooo

+ Insert stage after branch

£ Add branch

If Purchase Timeframe equals “This Year, Unknown™

+ Insert stage

Stage Name *
Incubate

Entity *

Lead

Relationship
Select relationships

Stage Category
Qualify

Step Name

Gather needs
Update lead summary
Update budget

Value

Need
Description
Budget Amount

Required
O
O
O




add a stage after the branch

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details

Stage Mame *

Qualify

Entity *
Lead

Stage Category
Qualify

Purchase Timeframe

Estimated Budget

Identify Decision Maker

Capture Summary

Value

Purchase Timeframe
Budget Amount
Purchase Process
Decision Maker?

Description

Required
0O

O0ood

+ Insert stage after branch

If Purchase Timeframe equals “This Year, Unknown™

+ Insert stage

F-Add branch

Stage Name *
Incubate

Entity *
Lead

Relationship
Select relationships

Stage Category
Qualify

Step Name

Gather needs

Update lead summary
Update budget

Value
Need
Description

Budget Amount

Required
O
O
O

Now that you've created a branch, you
need to add a stage for the two
branches to merge back into to
continue with the process.

In our example, we'll add a stage called
Research that both the Qualify and
Incubate stages merge into.

Choose Insert stage after branch.



edit the new stage

If Purchase Timeframe equals "This Year, Unknown®

+ Insert stage

Stage Name *

Incubate Step Name Value Required
Gather needs Need O

Entity *

Lead Update lead summary Description [l
Update budget Budget Amount O

Relationship

Select relationships

Stage Category

Qualify

+ Insert stage £ Add branch
X

Stage Name *

Research Step Name
New 5t

Entity * i

Opportunity

Relationship

Select relationships

Stage Category

Value

Required
|

+ Insert stage £ Add branch

Use the same steps as before to
edit the new stage. Name this
stage Research, base it off the
Opportunity entity, categorize it
as Research, and add steps to it.



define how the stages are related

If Purchase Timeframe equals "This Year. Unknown™

+ Insert stage

Stage Mame *
Incubate

Step Name Value Required
Gather needs Need O

Entity *

Lead Update lead summary Description O
Update budget Budget Amount (]

Relationship

Select relationships

Stage Category

Qualify

+ Insert stage £ Add branch
Stage Name * x

Research Step Name
New St

Entity * =

Opportunity

Relaticnship

Select relationships

Stage Category

Value

Required
U

+ Insert stage £ Add branch

Because the Research stage is
based on Opportunity while the
Qualify and Incubate stages are
based on Lead, you need to define
how these stages are related.

Choose Select Relationships.



set the relationships

Select Relationships Select the previous stage.

Select relationships to use that onginate from the parent entity

Select the entity the previous stage
is based on.

Previous Stage Entity Relationship

Qualify Originating Lead -

MNon - . . .
wj Select the relationship to this
Originating Lead Stage'

Incubate

Ok Cancel

Choose OK when you're done.



need to delete a stage or a step?

Stage Mame *

Develop

Entity *

Opportunity

Relationship

Select relationships

Stage Category

Develop

Step Mame

Customer Need
Proposed Solution
Identify Stakeholders
Identify Competitors
hh

Value

Customer Need

Proposed Solution

Identify Customer Contacts
Identify Competitors

Account

Required
O

OO O

+ Insert stage

&\ Add branch

Select the stage or step you
need to remove, and then
choose X.



If Purchase Timeframe equals "This Year, Unknown"

need to delete a condition?

+ Insert stage

Stage Mame *
Incubate

Entity *
Lead

Relationship
Select relationships

Stage Category
Qualify

Step Name
Gather needs
Update lead summary

Update budget

Value
Need
Description

Budget Amount

Required
O
O
O

+ Insert stage £ Add branch

Hover over the condition you want to
delete and choose the Delete button

If you have more than one expression in
your branch, deleting all of them deletes
the entire branch.



mMake your business process
available for use

You're almost done! All you need to do now is save your
business process and make it available for new CRM
records created by your sales or service reps.




save your work

= _save @ Save As "l:}' Activate % Order Process Flow ﬁ Enable Security Roles =33 Show Dependencies  TActions -

Details +

Stage Name ™
Qua |Ify Value Required
] Purchase eframe Purchase Timeframe [l

Entity *

Lead Estimated Budg Budget Amount 1
Purchase Process Purchase Process Il

Stage Category . op e 7

Qualify Identify Decision Maker Decision Maker? |
Capture Summary Description [

+ Insert stage after branch £ Add branch

When you have the stages and steps the
way you want them, choose Save.

O,



set which records use your process

= save @ Save As IQI Activate ="'_s| Order Process Flow ﬁ Enable Security Roles =33 Show Dependencies  TpActions »

BUSINESS PROCESS FLOW

Lead to Opportunity Sales Process

Details v

Stage Name *

Qualify Step Name Value Required
Purchase Timeframe Purchase Timeframe (|
Entity *
Lead Estimated Budget Budget Amount O
Purchase Process Purchase Process (|
Stage Category . . . »
Qualify Identify Decision Maker Decision Maker? O
Capture Summary Description O
+ Insert stage after branch £ Add branch
2 Process Flow Order: Lead -- Webpage Dialog
Process Flow Order: Lead
Speci se business process flows in a list. D | n the of
som
@ &
Lead to Opportunity Sales Process
OK Cancel

If there's more than one business process for a
record type, you'll need to set which process is
automatically assigned to new records.

On the command bar, choose Order Process
Flow.

In our example, there's only one business
process for leads, so it will be assigned to new
leads automatically. No action needed.

Note: If there is more than one, and you want it
assigned to new records automatically, you
need to move the process to the top of the list.

O,



activate the business process

BUSINESS PROCESS FLOW

(= save @ Save As

&) Activate

=“_E| Order Process Flow

a Enable Security Roles o33 Show Dependencies  iWhActions =

Lead to Opportunity Sales Process

Details +

Stage Name ™

Qualify

Entity *
Lead

Stage Category
Qualify

Step Name

Purchase Timeframe
Estimated Budget
Purchase Process
Identify Decision Maker

Capture Summaiky

Value

Purchase Timeframe
Budget Amount
Purchase Process
Decision Maker?

Description

Required
U

Oo0Oodd

+ Insert stage after branch

£y Add branch

You need to activate a business process before people
can use it.

On the command bar, choose Activate.

Now when you create a new lead, this process will be
assigned to it automatically, and the stages and steps
will be ready to follow as you work with customers.

O,



now try it yourselt

Now that you've gone through an
example, you're ready to adapt your
own business process to meet the
needs of your organization.

To help you get going quickly, there are
a couple of great sources for business
processes that you can start with:

» Several ready-to-use processes for
common business scenarios are
available. To adapt one of these,
first you'll need to add them to the
system (similar to the way you add
sample data).

* Or, you can start from a business
process solution that you download
from Microsoft PinPoint. You'll find
a library of free templates by
industry.



http://www.microsoft.com/en-us/dynamics/crm-customer-center/add-ready-to-use-business-processes.aspx
http://www.microsoft.com/en-us/dynamics/crm-customer-center/business-process-templates-for-crm.aspx

Thanks for reading!

Did this eBook help you?

We'd love to know what you think.

Find more eBooks at

Version 7.1.1
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