


Winning business and growing 
ARPU with hosted CRM 

Dynamics CRM 

Jörg Hambückers 

Hosting Sales – Communication Sector 

Microsoft Central and Eastern Europe 





              WHY -  This Opportunity 

∙Great “Reverse” attach Platform 

∙Strong margin 

∙Part of the leading SaaS Solution Set 

∙#1 Brand Recognition 

∙ARPU 

∙Retention 

 

 



WHY - On-Premise & On-Demand 

On-

Premise 
On-

Demand 

•On-demand is fastest-growing area in CRM (24%+ thru FY10) 

•Accenture estimates that 30% of their CRM business 

         will be via on-demand delivery within 36 months. 

(Source: Forrester, Trends CRM Market Size And Forecast, 2006 To 2010) 

On-

Premise 

On-

Demand 

Now                                                           SOON 



WHY-  CRM Completes SaaS? 

CRM 

SharePoint 
Exchange/ 

Outlook/OCS 

Complete 

SaaS 

Solution 

Initial hosters’  

experience   

substantial MS 

attach    

CRM is not a attach 

for MAPI is a new 

platform with  Attach 

opportunity  



ARPU and Profit Platform 

• 63% contribution before cost 

of sales 

 

• 53% Contribution Margin   

 

37% Net Margin per 

Subscriber   

  

 

Dive Margin and 

ARPU with 

“reverse” attach 



WHAT – (makes it difficult) 

∙MS  Dynamics CRM  is a Gartner Top Right-Hand 

Quadrant CRM solution. 

 

∙ Is a business solution not a tool – Required VALUE 

selling and differentiation.  You need to  understand end-

clients business needs in advance. 
 

∙ This is a volume business that requires tight integrations 

with a high touch partner 
 

 

 



 WHAT -  Traditional Dynamics On-Premise  
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Windows 
(Building blocks, core services, API’s) 

 

MS Servers 

and tools 
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Partner Solutions 
Partners: 

•Build directly onto the 

platform 

•Incorporate the Microsoft 

servers 

•Work with Partner 

software 

•Add to MS Business 

Apps 

•Supply Professional 

Services 

•Resell Microsoft and 

partner s/w 
 

A highly profitable & successful partner driven ecosystem 



WHAT- an expanded and NEW opportunity 
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Windows Cloud 

Services 
(Building clocks, core services, 

API’s, Storage, Hosting) 
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MS Servers 

Partner Solutions 

A familiar but expanded opportunity 
Enterprise class 

solutions  carry New 

“opportunities”: 
 

 

• Requires  solution 

sales expertise 
 

• Requires clear 

understanding of end-

clients business needs 
 

• Requires integration 
 

• Not tools  

 

• High touch service  

 



 Who  do you work with, Who do you sell to  

∙May have  to re-invent as a business solution provider or 

find relationship with a business solution provider.   

∙ Look at your customer base 

◉ Cross  sell / up sell 

◉ What  verticals 

◉ Predict clients needs and define purchase personas  

∙ Find partner that match the vertical you are targeting 

∙ALWAYS ALWAYS  clearly understand who is selling to 

who. 
 

 

 



Who – Can Help Help You Deliver  



 How – think like a buyer    

∙ Understand price point and operating margins.   Make sure  you 

understand your partners business. 
 

∙ Reach out to technical and business partners who can assist. 
 

∙ Find partner that match the vertical you are targeting 
 

∙ ALWAYS ALWAYS  clearly understand who is selling to who and 

develop buying personas.  

 

 

 



How Much  

 50–70 € per Seat/Month 

 

 50–100 € per Seat/Month 

 

 

 100–125 € per Seat/Month 

 Hosted CRM with moderate 
Customization 10–25 Seats 

 

 Hosted CRM with vertical 
Customization and Backend 
Integration 5–50 Seats 

 

 Hosted CRM with Customization 
and Integration to Backend 
Systems 100–500 Seats 

Competition 

Salesforce.com: 135 €  Enterprise Edition + Fees for Add-on Features 



How- FIVE CLICKS 2 CLOSE 

•Vertical 

•Value 

• At top of page 

Clear Web 
Offer 

•Automated  

•Easy 

One page 
Provisioning •Live in an hour 

•Localized system 

One hour 
live  

•Voice/human 

•Listen for  

One day 
follow-up •Ace Sales 

methodology 

• Verticals 

•Proof of concepts   

One month 

15 



How- Click – Try - BUY 



How- Hosted CRM GTM 

+ + = 

How can you  drive? 

Move up the value chain. 

Tools are prepared by Microsoft 

5 clicks to close should be your goal 

Leverage Web campaigns 



How- Case Study:  



How to Engage 

∙Become a Microsoft Partner 

∙Get MBS certification, or partner for it 

∙Enroll in SPLA 

∙ Learn more about Microsoft Dynamics CRM 

∙ List yourself on the CS Hosted CRM Partner page 

∙Profile yourself in Partner Solution Profiler 

∙ Introduce yourself to your local Microsoft Hosting 

Solution Specialist 

 



Solved 

∙ Why – Market Demand, ARPU, Retention  

 

∙ What – A Business Solution, Vertical, Competitive Advantage 

 

∙ Who – Who is the end-client and How are you selling 

 

∙ How – Personas, 5-click, templates 



Useful Links and Resources 

Learn more about CRM 

http://crm.dynamics.com (customer-facing) 

http://www.microsoft.com/dynamics/crm/default.mspx 
(customer-facing) 

https://mbs.microsoft.com/partnersource/ (partner only) 

http://www.microsoft.com/downloads/ 

Join the partner network 

https://partner.microsoft.com/ 

 

 

http://www.microsoft.com/dynamics/crm/default.mspx
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