For State and Local Government

ﬂ " Microsoft Dynamics

Improve constituent service through better operational performance.

In a time of instant global communication and ubiquitous information,
citizens and businesses are demanding convenient, consistent access to
government information and services. Though sometimes hampered by
limited resources and inefficient, paper-based service delivery processes,
state and local governments are successfully delivering higher levels of
prompt, customer-oriented service through the adoption of the same
tools and technologies used by the commercial sector.

Microsoft Dynamicsm CRM 3.0 Professional, formerly known as Microsofte
Business Solutions CRM, is a complete customer relationship management
solution that provides all of the tools and capabilities needed to create
and easily maintain a clear picture of citizen needs from first contact
through service fulfillment. It delivers a fast, flexible, and affordable

Citizen Services

Justice and Public Safety

solution that drives consistent, measurable improvements in every
process, enables closer relationships with citizens, and helps your
department achieve new levels of efficiency.

The Microsoft CRM 3.0 Professional user experience has been designed

to be a natural extension of Microsoft Office and Outlooke, providing a
familiar and intuitive work environment that fosters user adoption and
productivity. Because the product is built on the scalable and secure .NET
platform and leverages standard tools and technology, including Microsoft
SQL Servermw, Microsoft BizTalke Server, and Microsoft Visual Studioe,
Microsoft Dynamics CRM 3.0 Professional allows you to take advantage

of your existing IT investments and in-house expertise to help minimize
your total cost of ownership.

Administrative Services

Correspondence and Targeted Outreach Management

Citizen Contact and Issue Management

Investigation Management

Performance and Compliance
Management

311 Call Center Management

Grant Management

Emergency and Response Tracking

Permits and Licensing

Case and Contract Management

Field Inspection

Intelligence Gathering

Economic Development

Created to streamline efficiency with correspondence and outreach, call center and case management processes, Microsoft Dynamics CRM 3.0 Professional helps state

and local government departments meet constituent needs effectively.
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Real-World Technology for Real-World Government

WORKS THE WAY YOU DO

Microsoft CRM 3.0 Professional integrates directly into Outlook and other
Microsoft Office applications including Microsoft Office Word, Excele, and
PowerPointe, enabling your staff to work within the familiar, comfortable
Outlook environment. The result: everyone in your department will quickly
be able to begin using Microsoft CRM 3.0 Professional tools for managing
constituents and call centers, delivering services, and resolving other issues.

+ Manage and develop services more easily by handling constituent
management tasks—including sending and managing e-mail, storing
contacts, and managing your appointment calendar—without leaving
Outlook.

« Access information anywhere—online or off—through enhanced
data synchronization and mobility features.

« Improve productivity through automation using built-in intelligence
that simplifies and automates everyday tasks.

« Create personalized experiences through workplace profiles that
provide employees with instant access to the record information and
activities they use most.

WORKS THE WAY YOUR ORGANIZATION DOES

Every department has its own processes, its own mission, and its own way
of addressing issues. Microsoft CRM 3.0 Professional is a flexible solution
that can be quickly customized to your department’s current needs while
providing a flexible, scalable platform that meets your service needs.

+ Meet your department’s requirements by tailoring Microsoft CRM 3.0
Professional to match the specific issues you deal with. Intuitive, Web-
based design tools make it easy to modify application forms, data fields,
and relationships.

« Streamline processes through process automation that lets your
department transform repetitive tasks into powerful, automated
business workflow.

« Integrate applications and information using Web services to create
seamless links across systems and platforms within your department
and out to other departments and constituents.

Works the Way You Do

Rich CRM capabilities with a native }
Microsoft Office experience

Works the Way
Your Organization Does

Consistent processes with
real-time service

+ Measure the success of your department with powerful tracking and
analytic tools that help with key performance indicators.

WORKS THE WAY TECHNOLOGY SHOULD

Competing IT priorities have left many states and local governments
struggling with the problem of how to integrate a wide range of often
incompatible legacy applications. Microsoft CRM 3.0 Professional was
created to enable governments to standardize and consolidate
information no matter where it is created or stored.

From more reliable installations or upgrades to improved performance,
more streamlined deployment and management, and enhanced security,
Microsoft CRM 3.0 Professional provides capabilities that will minimize
administrative and operational costs and improve user productivity.
Designed to provide a highly extensible platform, Microsoft CRM 3.0
Professional can be easily customized to help meet the specific processes
and requirements of your department.

+ Protect the security of information with a security-enhanced
platform designed to help keep your department’s data safe, secure,
and confidential.

Get up and running quickly with streamlined installation processes and
enhanced diagnostic and troubleshooting tools that significantly
reduce setup time.

Rapidly search across large volumes of information with optimized
data views and queries.

Increase system availability with fault tolerance and failover protection.
Deploy Microsoft CRM within clustered Web, database, and e-mail
server environments.

Monitor the health of your CRM environment with centralized
management and notification tools.

Install Microsoft CRM automatically with or without a local data store.
The zero-footprint browser client provides a rich CRM experience with
full application capabilities.

Works the Way Technology Should

’ Fast to deploy, simple to customize,
and easy to manage




Microsoft CRM State and Local Government Solutions

Correspondence and Targeted
Outreach Management

Organize and track the handling, delivery, and storage of electronic messages from your constituents and
within your offices. Improve outreach awareness and service while trimming costs and boosting citizen
satisfaction through constituent segmentation and targeted campaigns.

311 Call Center Management

Help ease frustration by giving your employees quick, reliable access to the critical information and tools
they need to address caller inquiries. Reduce costs through caller self-service options, consolidated customer
information from disparate enterprise systems, and automation of routine processes.

Case and Contract Management

Route case assignments efficiently and assign them to case workers that have the right skills and experience;
even refine it by workload. Streamline evaluation processes by electronically storing forms, applicant history,
past agency action, and more.

Citizen Contact
and Issue Management

Serve citizens more effectively through improved collaboration among government agencies and services
across city, regional, and national jurisdictions.

Grant Management

Simplify grant processing with a standardized, electronic system that follows all legislative grantmanagement
directives and provides streamlined, electronic access to the information you need.

Field Inspection

Easily collect, compile, and organize data from the field or remote offices, then synchronize it with other
organizational platforms. Track everything from constituent application information to inspector reports and
violations, licensing information, and much more. Effortlessly determine staff and resource scheduling availability:

Investigation Management

Streamline investigation processes within single or across multiple jurisdictions and agencies. Ensure quick
processing of information and distribution to the correct audience.

Emergency and
Response Tracking

Respond to threats and emergencies with efficiency using advanced analyses for threats and case management.
Access information and dispatch resources from the field based on specialization and availability.

Intelligence Gathering

Organize the huge stores of information compiled through intelligence gathering and more easily identify
patterns and trends. Take advantage of increased collaboration options and simplified management processes.

Performance and
Compliance Management

Improve decision-making by offering managers a real-time view of the analytics and key performance indicators
within their realms of responsibility.

Permits and Licensing

Streamline the permit and licensing application/approval process for both constituents and agencies. Assist tax
agencies with increasing compliance and help postal agencies compete with private delivery services.

Economic Development

Advance the economic development of your state, city, or county through more effective outreach, tourism,
and recruiting campaigns. Promote local commerce to outside parties by effectively managing information
distribution, availability, and communication tracking.







