How to Choose
a CRM Partner

Your company has already made the decision to implement a
customer relationship management (CRM) platform. You have
gone through the competitive bid process and selected a platform.
You’ve settled on Microsoft Dynamics 365. The next step is to select
a vendor to help with the implementation. How do you choose?
Microsoft provides a helpful screening criterion by having dedicated partner programs

company is in a major metropolitan area, you still have numerous choices.
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Why not just choose the largest partner?

sized company. A large partner may staff projects in ways that make
sense for the partner, but not the customer. It may assign different
resources for different phases of the project. That can be very jarring
to a small or medium-sized customer who values continuity.
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And there is the obvious issue of price.
service vendor is likely to bill at a much higher rate than a smaller
vendor — perhaps $350 an hour for senior resources, which may be
twice as much as the typical rate from a vendor in the SMB market. A
larger partner is likely to come to the project with a longer projected
time frame, so in addition to the hourly rates, the total number of
hours is likely to be greater.
To be fair, the economics of running a large professional services
organization with a large footprint and substantial outside equity
investment makes it essential that these companies be able to
command premium prices. Their larger corporate clients often view
the extra cost as offset by lower risk. However, in most cases it makes
sense for smaller firms to work with a smaller consulting firm.
There is less overhead to pay for, better flexibility, and it is more likely
that the smaller consulting firm will be a cultural fit.
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Pricing is all
about customer value.
Price is what you pay.
VALUE is what you get.
– Warren Buffett

Find a partner with multiple Microsoft
competencies.
Clients often choose Microsoft Dynamics 365 over other leading
CRM platforms because of a wide range of functionalities that are
part of the Microsoft stack, outside of Dynamics. Ease of integration

and many other systems and services that add substantial value to
Dynamics 365. This would require significant investment in thirdparty integration to work effectively with other platforms.
Even if you believe the project begins and ends with Dynamics,

a forward-looking strategy assumes that you are
establishing a relationship with a partner who can help
with the next phase of your enterprise automation.

M AG E N I U M S O L U T I O N S
MICROSOFT
COMPETENCIES
•Gold Application Development
•Gold Application Integration

If you are committed to Microsoft, your partner should be ready to

•Gold Cloud Customer Relationship
Management

guide your next set of decisions. It is common for a partner with a

•Gold Cloud Platform

Dynamics competency to have depth in other Microsoft technologies.

•Gold Cloud Productivity

But there are no rules about this, so ask directly.

•Gold Communications
•Gold Devices and Deployment
•Gold Enterprise Mobility Managment
•Gold Small & Midmarket Cloud
Solutions
•Silver Collaboration & Content
•Silver Data Platform
•Silver Datacenter
•Silver Project & Portfolio
Management
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Examine your partner’s Microsoft

consultant, nor does it assure you that that person has implemented
Dynamics numerous times, or at an organization similar to yours.
But if the individual has never taken the time to take the tests and

bear certain things in mind.

industry standard that is
recognized worldwide.

that those resources will be assigned to your project.

To be a Microsoft Gold or Silver level partner, the company

demonstrates expertise in

along

customizing the application

with other, non-technical criteria such as revenue attainment, which

for sales, customer service,

is a measure of collective experience in Microsoft implementations,

marketing, and operations
across a range of industries.

concerns when you are looking for a partner, even when you are
thinking only of the project at hand. It is worth taking the time to
really signify. You are entitled to know.
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Ask around about experiences
with the vendor.
When engaging a consulting partner, your minimum responsibility
period of time in a given geography, it will have a reputation in the
marketplace.

no problem providing several references for projects
similar to yours.
But another source for insight on the partner’s reputation is the
technology vendor. Microsoft has had partners who became persona
non grata because of the way they conducted their business or fell
short of customer expectations. Ask your technology vendor if they have
heard of the consulting firm. If not, have them ask their peers.
If it’s difficult to find information about the consulting firm that way,
you may want to move on from them.

All things being
equal, people will do
business with, and refer
business to, people they
KNOW, TRUST, and LIKE.
– Bob Burg
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your organization’s culture.
with a subjective feeling about the way the vendor will interact with
your organization’s culture. First impressions can be deceiving, but
them with your team. On the other hand, if you like the chemistry,
recognize that it may be one of the most important success factors
for the engagement.
Some characteristics will reveal themselves quickly. Depth of
technical knowledge is relatively easy to gauge quickly — bearing in
mind that the individuals you meet in early discussions may not be
the ones who do the bulk of the work on your project. If you ask

about information governance, data stewardship, or best
practices, you can tell both by their mannerisms and by
the answers themselves how authentic their knowledge is.
But there are more subtle characteristics that will matter, especially
to a small to medium size company. The partner sales team will have
their game faces on. But some aspects of corporate character are
likely to show through. Do they seem arrogant? As experts, will they
strike your internal staff as abrasive? Are they constantly checking
their watches or smart phones?
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Almost everyone
impression, but only a
few will make a good
lasting impression.
– Sonya Parker

It is legitimate to ask yourself: regardless of their
competence, are these people with whom your core team
will enjoy working?
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Do the vendor’s salespeople appear to be interested in establishing
a good rapport with your team? If not, that may be a signal that they
regard yours as just a quick, in and out project, a generic Dynamics
implementation. If you are right about this, the partner may be
unlikely to invest the time in understanding the unique elements of
the problem you are trying to solve by adopting a CRM system in the
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Ask whether you can meet the resources
who will be working on your project.
You are always entitled to ask. A savvy customer will want to know
what they’re paying for — is the vendor trotting out the A-Team
during the sales process, but planning to assign trainees to the
project?
Whether the partner can comply with your request may depend
on how far in advance of the project you’re having the discussion.

If the partner is juggling several projects, that’s a good
thing - an indicator of competence, success and stability.
individual consultants will be assigned to your project weeks or
months in advance. But if the project is scheduled to begin within
two weeks of contract signing, the vendor should be able to make
assigned to it.
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Take a good look at the vendor’s
delivery process.
Ask what methodology the prospective partner uses to implement the
software and manage the project. An in-depth discussion of this can
resolve a range of issues. Does the company even have a process?
Can its senior people articulate it? If not, the process they name may
bear little resemblance to the methodology they use in your case.

In Magenium’s case, we write a description of our Microsoft
Solutions Framework methodology into our agreements.
In any event, the sales rep should be able to walk through what the
methodology for implementation will look like, going beyond the surface
level terminology and answering your deeper questions. Most vendors
will claim to use an agile methodology; it is fair to ask how their process
MICROSOFT SOLUTIONS FRAMEWORK

adoption. Ask what they typically accomplish during a two-week sprint,
what they use to manage the backlog, and how they expect to work with
suggest that their embrace of agile methodology is genuine.
No two agile organizations are identical, however. Does the company
seem interested in understanding your methodology and how it might
dovetail with its own? An effective partner will want to adapt its style of
questions, it’s likely they’ll be working around you, not with you.
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METHODOLOGY

If the consultant’s home run scenario is that it successfully installed
the CRM platform, and it worked, then the consultant probably is
missing a crucial step: Determining what problem you are trying to
solve by implementing CRM, and how the platform will need to be

in terms of the immediate implementation — it is likely that the
company will propose a longer-term commitment in which they come
back periodically over a period of years to help maintain the solution,
enhance its functionality and keep it aligned with your business
objectives.
On one hand, you need to control the scope and the cost of the
project. On the other,

a partner who can be a trusted advisor who understands
the way CRM is evolving, and Microsoft’s roadmap for CRM
relationship with your partner if you set the expectation that the
relationship will end when they hand over the keys to your CRM
system.
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Our mantra
is “The Promise and
Power of Partnership.”
Simply put, it is an
approach to business
based solely upon the
principle of trust. We
believe the only way to
create a sustainable,
viable business is
through hard work,
honesty, and integrity.
– Tom LaMantia, Managing Director

the experience of being frustrated by projects where management
is an issue. If you have been open about your budget and have been
an effort to bid close to your number.
Billing for software implementation or integration generally is
based on hourly rates. In most cases, the vendor will have team
members who bill at different rates, depending on their expertise
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Anyone who has been in business for a period of years has had

$$$

Compare prices — realistically.

actual experience with projects similar to yours. You should expect

to see a spreadsheet making it clear which resources
bill at what rates, and how many hours they are likely to
spend on your project. Most of those hours should be consumed
by resources who actually punch keys. There is a crucial role for a
project manager, one of the most senior resources, but accounting for
less hours than other team members.
The math is fairly simple, and if the vendor has multiple referenceable
Dynamics customers, that’s a sign that it is allocating resources
fairly, and that those individuals know what they’re doing. If you like
to negotiate. Bear in mind, however, that hourly rates generally are
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If you think it’s
expensive to hire a
professional, wait until
you hire an amateur.

not arrived at arbitrarily. An ethical vendor may be able to alter the
commitment of hours to the project — while explaining the likely
impact of cutting back on those commitments in plain English terms –
but is unlikely to reduce their hourly rates for any given consultant.

Note that whenever one vendor has a conspicuous
advantage in terms of price, it usually means that some or
all of the work will be done offshore, by a low-wage staff
or subcontractor. Off-shoring usually introduces risk, either to the
quality of implementation or to the timeline. Evaluate whether that
risk is acceptable.
Weigh the other more subjective factors, such as the strength of

to hold out for the vendor you really want to work with, even if that
means giving a little ground on price.
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Nearly 50% of employers
that outsource say the
quality of their service
providers and a reactive
versus proactive attitude
are the most frustrating
issues to deal with.

Let’s Get Started
If you’re about to undertake a Dynamics 365® implementation
– or any Microsoft-focused adoption process – contact a
Magenium professional today to discuss your options.

If you want to

magenium.com | 630-786-5900
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REDUCE RISK
REDUCE COST
INCREASE PROFITS
we’re your team.

