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Thinking of Moving to Microsoft 
Dynamics 365 CRM for Sales? 
If so, congratulations - you’re on the right track to transform the way you sell. As a 
world-class CRM system, Dynamics 365 provides sales teams with the all the tools 
they need to improve visibility or the sales process, create a healthier pipeline, and 
commercialise opportunities faster.  

At this point, however, you may still have concerns about how easily you can make 
this happen.  

There’s a good chance you’ll have seen some of the many alarming statistics out 
there about the number of CRM projects that fail, for example.  

Perhaps you even have first-hand experience of a CRM project that fell short of 
expectations, or turned into a long and drawn-out affair that lost sight of its original 
purpose. This may have been because of scope creep, or because that purpose 
wasn’t well enough understood or defined in the first place.  

Getting tangible outcomes from CRM for sales shouldn’t be such a challenge. It also 
shouldn’t take so long to complete that it no longer reflects the needs of the 
business. But in order for a CRM project to deliver value fast, you need the right 
methodology - including a razor-sharp focus on the business outcomes that’ll have 
the most rapid and significant impact on your sales process. 
  

SO WHAT’S THE SECRET? IN THIS GUIDE, WE’LL SHARE SOME OF OUR 
INSIGHTS ON CRM SUCCESS FOR LARGE SALES ORGANISATIONS, AND 
EXPLORE WHY THE RIGHT METHODOLOGY IS ESSENTIAL IN ORDER FOR 
RAPID ROI TO BE POSSIBLE.  

READ ON AND FIND OUT HOW YOU CAN TRANSFORM THE WAY YOU SELL 
WITH MICROSOFT DYNAMICS 365 CRM - AND HOW YOU CAN ENSURE YOU 
SEE THE DIFFERENCE IN AS LITTLE AS 13 WEEK 

WE SHOULD KNOW 
- WE’VE DONE IT 
SUCCESSFULLY 
OVER 1,000 TIMES. 
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Step 1: Identify the Most Important Outcomes 
For example: would your sales team benefit more from improved visibility of demand 
in the market, or from having more time to spend on their relationships with existing 
prospects and customers? Is accurate forecasting the single biggest must-have for 
management decision-making, or is reporting on project profitability more important?  

Focusing on a small handful of outcomes, rather than attempting to boil the ocean, is 
of vital importance to CRM success for several reasons:  

1 It helps keep the project focused so that a rapid rollout is possible, rather than 
necessitating a 12 or 18-month marathon  

2 It provides a business justification for the project, such as a quantifiable reduction 
in lead response time or an increased win rate  

3 It provides metrics for short and long term success 

 
  

WHAT ARE THE TOP THREE MOST IMPORTANT OUTCOMES FOR OUR 
BUSINESS THAT WE WANT CRM TO DELIVER? 
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So how do you decide what business outcomes should you focus on first?  

What we’ve found over time is that, while every business is different, most want their 
CRM to solve the same basic problems.  

In fact, if we compile a list of all the business outcomes our customers have ever 
wanted to deliver with Microsoft Dynamics 365 CRM, it only comes to about ten 
items. The trick is to focus on the top three or four that will create the biggest impact 
on your business.  

     
Improve 
responsiveness 
interactions with 
prospects, 
customers & 
partners 

Improve forecasting 
accuracy & revenue 
visibility 

Better support for 
management 
decision-making 

Improve Bid Win 
Ratio 

Improve Account 
Management and 
Increase Revenue 
from Existing 
Customers with 
360 view, x sell and 
upsell 

    
 

Deliver more 
profitable projects 
with the right 
resource on time 
and budget 

Maximize time spent 
in relationship and 
understand 
company 
relationships 

Improve customer 
service & 
responsiveness 

Increase leads & 
build pipeline 

Improve overall 
operational 
efficiency 

Time to discuss - which of the above are the three biggest challenges for your sales 
team today? And what would it mean for your business if you could address them in 
the next three months?  

Deciding on the most important outcomes for your sales CRM project isn’t necessarily 
easy. You need to listen to different voices within the business (and your 
Dynamics 365 partner), consider cost to benefit ratios (and the cost of doing nothing), 
and allow yourself to be challenged.  

However, only once you’re there can the rest of the CRM project start to fall into 
place. 
  

 $ 

WHAT OUTCOMES SHOULD WE FOCUS ON?  
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Step 2: Get Immersed in the Technology and 
Process 
Next, in order to roll out a CRM that delivers value fast, you need to ensure your team 
has the right mindset and readiness for change, as well as a realistic understanding of 
the business outcomes the project is expected to deliver.  

That’s why the second step in our methodology focuses heavily on getting under the 
skin of our customers’ business, challenging their preconceptions about CRM and 
driving adoption.  

Here’s one simple concept we believe all successful companies understand about 
CRM:  

Lasting success has more to do with how you think about CRM than the technology 
you use or the money you spend.  

These companies see Microsoft Dynamics 365 CRM not as software to simply install 
and maintain like Word or Excel, but somewhere the business is going. They think of 
CRM as a strategy or business outcome engine, and they have a game plan for a 
successful rollout. We like to call them high-performing organisations (HPOs).  

Below are three components you’ll find in every HPO.  
  

LASTING SUCCESS HAS MORE TO DO WITH HOW YOU THINK ABOUT CRM 
THAN THE TECHNOLOGY YOU USE OR THE MONEY YOU SPEND. 
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Step 3: Get Live Fast 
Once you’ve decided to focus on a small handful of the most important business 
outcomes, and put an organisational structure and training plan in place to support 
this, a CRM project ceases to be a long and drawn-out affair.  

In fact, most projects that use our methodology reach go-live just 13 to 16 weeks after 
their initial workshop sessions.  

However, there’s another important thing all successful companies understand about 
CRM:  

Go-live is the start of the journey, not the end.  

Getting ROI from your sales CRM project in 13 weeks is great, but organisations 
evolve and change over time. For this reason, it’s necessary to continually review and 
optimise CRM to ensure it delivers value in the medium and longer term - measuring 
and monitoring whether those outcomes are still met and what the business needs 
most.  

That’s why we join our customers for recurring tactical and strategic meetings post-
rollout. We ensure they recognise go-live as the start of their journey, and help them 
maintain CRM success in the long term and identify opportunities to improve. 

  

GO-LIVE IS THE START OF THE JOURNEY, NOT THE END  
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BDO: Binder Dijker Otte – CASE STUDY 
BDO is a global accountancy and business advisory firm, active in 154 countries with 
64,500 people working out of 1,400 offices worldwide. The firm’s UK arm has a staff of 
3,500 and provides tax, audit and assurance, advisory, and business outsourcing of 
the economy.   

Its BDO Drive solution provides outsourced accountancy services “underpinned by 
the latest cloud technology.”  

WHAT DID ALITHYA DO FOR THEM ? 

With BDO Drive growing fast, BDO faced challenges around how to scale the level of 
client service. It needed a system that would help manage the full customer lifecycle, 
from lead to opportunity to client, as well as improve visibility over staff and 
resources for better project planning.   

BDO chose Dynamics 365 CRM and PSA to accomplish this. Time was of the essence, 
so after a six-week sales cycle, the organisation chose Alithya to deliver the solution 
as a 12-week fixed fee project. 

 
  

“WE LOVE THE ALITHYA METHODOLOGY. IT’S EMPOWERED US SO WE FEEL 
LIKE WE ACTUALLY OWN THE SYSTEM. IT’S BEEN AGILE, IT’S BEEN QUICK, IT’S 
BEEN RESPONSIVE AND WE’VE LEARNT A LOT ABOUT OUR OWN BUSINESS 
PROCESSES.” 

– MARK SYKES, PARTNER, NATIONAL HEAD  OF BDO DRIVE UK 
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What business outcomes did they focus on? 

     
Improve 
responsiveness 
interactions with 
prospects, 
customers & 
partners 

Improve forecasting 
accuracy & revenue 
visibility 

Better support for 
management 
decision-making 

Improve Bid Win 
Ratio 

Improve Account 
Management and 
Increase Revenue 
from Existing 
Customers with 
360 view, x sell and 
upsell 

    
 

Deliver more 
profitable projects 
with the right 
resource on time 
and budget 

Maximize time spent 
in relationship and 
understand 
company 
relationships 

Improve customer 
service & 
responsiveness 

Increase leads & 
build pipeline 

Improve overall 
operational 
efficiency 

THE RESULTS SO FAR 

BDO now uses Dynamics 365 CRM to manage over 2,500 live accounts and 
3,400 contacts, improving efficiency and account management capabilities with a 
360 view of every client and prospect.  

Since completing the project, the firm has also grown its pipeline with 157 new 
business opportunities valued at a total of £944,000. 
  

 $ 

BDO NOW USES DYNAMICS 365 CRM TO MANAGE OVER 2,500 LIVE 
ACCOUNTS AND 3,400 CONTACTS 
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Global chemical manufacturer – CASE STUDY 
Our client is one of the world’s largest manufacturers of high-performance polymer 
solutions.  Based in the UK and listed on the FTSE 250, the business counts over 
650 members of staff worldwide and has customers in over 30 countries, including 
clients in the automotive, aerospace, electronics and medical device industries.  

WHAT DID ALITHYA DO FOR THEM?  

At the time we started working together, the client was posting strong annual 
revenue growth. However, the sales team felt it was unable to exploit every new 
opportunity, as well as opportunities for revenue growth from existing clients - partly 
because of a legacy CRM system that was inflexible to use and costly to run.  

The client initially engaged the Alithya team for a scoping exercise, and was 
impressed with our focus on the end value of CRM - as well as our commitment to 
delivering that value in a short timeframe. The project was completed in 12 weeks 
and to budget. 
 

  

THE CLIENT HAS SEEN A 47.4% INCREASE IN ITS WIN RATE YEAR ON YEAR 
SINCE THE ROLLOUT, AS WELL AS A 72% INCREASE IN NEW BUSINESS. 
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What Business Outcomes Did They Focus On? 

     
Improve 
responsiveness 
interactions with 
prospects, 
customers & 
partners 

Improve forecasting 
accuracy & revenue 
visibility 

Better support for 
management 
decision-making 

Improve Bid Win 
Ratio 

Improve Account 
Management and 
Increase Revenue 
from Existing 
Customers with 
360 view, x sell and 
upsell 

    
 

Deliver more 
profitable projects 
with the right 
resource on time 
and budget 

Maximize time spent 
in relationship and 
understand 
company 
relationships 

Improve customer 
service & 
responsiveness 

Increase leads & 
build pipeline 

Improve overall 
operational 
efficiency 

THE RESULTS SO FAR  

Since introducing Microsoft Dynamics 365 CRM, the client has built a pipeline worth 
an unprecedented £23 million. Its sales team has also been able to increase the 
number of meetings booked by one fifth (19%).  

The solution has helped the team close more business, too. The client has seen a 
47.4% increase in its win rate year on year since the rollout, as well as a 72% increase 
in new business. 

 
  

 $ 

THE CLIENT HAS SEEN A 47.4% INCREASE IN ITS WIN RATE YEAR ON YEAR 
SINCE THE ROLLOUT, AS WELL AS A 72% INCREASE IN NEW BUSINESS. 
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About Alithya 
Alithya delivers innovative Microsoft ERP, CRM, BI and digital solutions and services 
on premise or in the cloud to companies in North America and Europe.  

The award-winning company is one of the largest resellers of Microsoft 
Dynamics 365 (formerly Dynamics AX and CRM). We also offer strategic consulting, 
delivering a blend of classic and product-based consulting services that help clients 
reduce costs, improve processes and increase revenue through the judicious use of 
technology.  

We help sales, marketing and service leaders and teams improve and automate their 
processes through technology. We also have unique adoption and training services 
to ensure your organisation understands and embraces the latest technologies, 
ultimately driving sales enablement and best practices. 

 

ALITHYA GROUP INC. IS A LEADER IN STRATEGY AND DIGITAL TRANSFORMATION IN NORTH AMERICA . 
Founded in 1992, the Company counts on 2,000 professionals in Canada, the United States and Europe. 
Alithya's integrated offering is based on four pillars of expertise: strategy services, application services, 
enterprise solutions and data and analytics. Alithya’s Microsoft practice covers a wide array of capabilities, 
including Dynamics, Azure, business and advanced analytics, digital solutions, application development and 
architecture. 

www.alithya.com | MSsales@alithya.com | 866 420-7624 

About Alithya 

C O N T A C T  U S  

DYNAMICS 365 BUSINESS INTELLIGENCE PARTNER  

13X INNER CIRCLE FOR MICROSOFT DYNAMICS  

MICROSOFT DYNAMICS MANUFACTURING PARTNER  

MICROSOFT DYNAMICS SERVICE INDUSTRIES PARTNER 

7 CUSTOMER EXCELLENCE AWARDS 

7X PRESIDENT’ S CLUB FOR MICROSOFT DYNAMICS 

20+ MICROSOFT PARTNER AWARDS 

WE KNOW A 
FEW THINGS 
ABOUT CRM 
INTEGRATIONS 
AND HAVE THE 
CREDENTIALS 
TO PROVE IT. 
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