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INTRODUCTION

Microsoft has recently released the 2015 version of its landmark 
Dynamics CRM platform. Though administrators and experts around 
the world are thrilled with enhancements like compact tables, 
feature rich forms and the ability to visualize data hierarchies, when 
viewed from the perspective of data manipulations and operations, 
these improvements can also give birth to potential migration and 
adoption challenges. 

(*Note: When referring to Microsoft Dynamics CRM 2015 in this white paper, we 

are referring to the web-based version of it)



TOP 5 CHALLENGES IN MIGRATING TO DYNAMICS CRM 2015

Microsoft has gone public with the declaration that 
it has made some fundamental changes to the core 
structure of the database in Dynamics CRM 2015. But 
according to the opinion of industry experts, these 
changes or improvements are iterative in nature, done 
to complement the capabilities introduced over CRM 
2013 and the service pack 1. 
An important point to keep in mind is the fact that 
the visual aspect of 2015 has apparently not changed 
much from the previous iteration. Individuals who use 
Dynamics CRM sporadically may not be able to detect 
too many shifts. This, however, is deceptive and the 
migration challenges listed below must be studied in 
detail to ensure that the efficiency and productivity of 
the organization doesn’t suffer. 

CHALLENGES IN MIGRATING FROM AN 
ON-PREMISE SYSTEM TO DYNAMICS CRM 
ONLINE 2015 

• Chance of rendering the CRM data unusable – 
This is considered to be the main roadblock and 
the primary source of concern for organizations 
migrating from the CRM 2013 on-premise to 2015 

online. Once the deployment is operating smoothly 
and efficiently, the dividends start to roll in but for 
many companies the implementation is the riskiest 
part. Microsoft actually runs a large number of 
diagnostic tests for the organization with the on-
premise CRM and comes up with discrepancies in 
the existing server and database. The ones it can 
correct are displayed as ‘warnings’. However despite 
best intentions the Dynamics media may not be able 
to integrate and then upgrade the existing data and 
customizations to become part of the 2015 Dynamics 
CRM version. Under such circumstances companies 
face a potential lock down of customer management 
tools and data thus incurring heavy losses.  

• Headache of shifting from the expanded to 
the merged database state – Another potential 
problem to circumvent for many organizations 
is the base extension table merge process or the 
MERGE process. Dynamics CRM 2013 delivered a 
series of collapsed tables to the market as a means 
of improving processing speed, reducing visual 
clutter and better organizing data. However for 
organizations which couldn’t facilitate the merging 
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of tables within their databases, the ‘expanded’ mode of functioning was 
allowed. 2015 takes away this support system. It requires the available 
data and the database to be in a ‘merged’ or collapsed state before the real 
upgrade can take place. There is the distinct possibility of the upgrade getting 
stalled if the database doesn’t comply with the process and organizations may 
be left scrambling to correct these discrepancies on top of shouldering the 
other responsibilities that come with a migration.  

• The ‘Solutions Framework’ will not support CRM 2011 (and earlier) 
customizations – For users upgrading from a Dynamics CRM 2011 on-
premise solution to the 2015 cloud variant, a lot of work will need to go into 
setting up customized workflows and logics from scratch. The Microsoft 
Solutions framework that has until now provided a safe conduit for 
customizations to move from one deployment to the other will not comply for 
the 2011 platform. It may not seem like an annoyance if a small organization 
has opted for a relatively ‘out of the box’ implementation. But for large 
enterprises with hundreds of customized components, this is a severe time 
suck. 



CHALLENGES IN MIGRATING FROM OTHER WEB-
BASED CRM SYSTEMS TO DYNAMICS CRM ONLINE 
2015  

The issues discussed in this section are potentially not as debilitating 
as the problems discussed in the on-premise part of the asset. This is 
because the challenges already elaborated upon may apply to these 
migrations as well. Databases may indeed be in expanded state and 
it is likely that some custom work will be lost and thus will have to be 
replicated on the Dynamics platform for users coming in from other 
CRM solutions.

• Discontinued support for older Microsoft stack entities – 
With Dynamics CRM 2015, Microsoft is retiring support for an 
astonishing number of older entities from its stack. First and 
foremost, Office 2007 – the most popular version of the software 
for small and medium businesses will not be compatible with 
this latest edition. Many ventures prefer the portable 2007 
version of the Office suite because it uses less processing power. 
Also the SQL DB 2008 and the Small Business Server are being 
removed from the roster of core systems for the CRM 2015. Thus 
organizations may be looking at anything from a minor browser 
refresh to time consuming database upgrades (requiring diligent 
data prepping) when migrating to Microsoft’s latest version. These 
additional expenses and responsibilities sometimes stand in the 
way of a deployment decision.  

• Rigorous and expensive training requirements  –Training is 
mandatory for users who have never used the Microsoft Dynamics 
CRM’s latter versions. This holds true even for businesses still 
running the CRM 3.0 and CRM 4.0 as well as for organizations 
stepping into the Microsoft customer relationship management 
solutions family for the first time. Even though, as is the norm 
with Microsoft, the Help sections are well stocked with detailed 
blog posts and screenshots, 2015 will up the ante in terms of 
adoption challenges and resistance. Not only has the way sales 
representatives traditionally envisioned data relations completely 
changed, several advanced features like if-then logic and 
branching have also been introduced. For arguments sake these 
enhancements can be relegated to the corner but companies do 
not like to start a deployment with compromise on their minds. 
Thus investment in extensive training sessions and possible 
processing overhead thanks to features that aren’t used also 
emerge as deterrents in the path of migration to Dynamics CRM 
2015. 



SIX DATA BACKED TIPS TO MAKE USERS LOVE DYNAMICS CRM 2015

Dynamics CRM is not an ‘easy’ tool but it is a comprehensive one. 
Customer relationship management solutions have a profound 
effect on the productivity of sales, marketing and contact center 
representatives and are at least as fundamentally important as 
ERP (Enterprise Resource Planning) software platforms. Thus if the 
introduction of the 2015 version creates apprehension and leads to 
users leveraging ‘cobbled together’ in-house workflows and reports, 
then the whole purpose of the deployment may be defeated. These 
quick tips provide some insights into what can be done to ensure 
employees use and adopt MS Dynamics CRM 2015. 

CHALLENGES IN MIGRATING FROM AN ON-PREMISE 
SYSTEM TO DYNAMICS CRM ONLINE 2015 

•  Provide a clear set of goals you expect to achieve from 
the deployment – There may be resentment brewing within 
a company if the employees who rely upon the CRM to get the 
bulk of the work done are suddenly forced to use an alien and 
possibly complicated solution. This antagonism is dangerous for 
the adoption rate of the software. The best way forward is to set 
Specific-Measurable-Attainable-Relevant-Time-bound (S.M.A.R.T) 
goals for the newly implemented platform and share these 
with the workforce. Since these goals and objectives obliquely 

justify the migration and make users feel included, they can 
soften consensus towards the Dynamics CRM 2015 and create 
enthusiasm in terms of using it to achieve bigger, better feats. For 
example if a S.M.A.R.T goal is to boost the productivity of on field 
reps by 7% over the next 3 months, the employees concerned may 
actually be driven to leverage the improved mobile apps and tabs 
which can enhance productivity by up to 15%.  

• Provide online guidance and performance support – It is 
important to gradually break the ice and introduce users to the 
easiest features first when orientation is under-taken. Performance 
support also plays an important role giving employees the much 
needed confidence that they can navigate the new system on their 
own. A number of tools, the premium of which is WalkMe can be 
set up to provide customized on-screen guidance with tool-tips 
and short engaging, relevant demonstrations (called WalkThrus) to 
allow familiarity with the Dynamics CRM 2015 platform to build up 
before the more advanced features are pushed for adoption.  
 
 
 
 



• Go for a migration upgrade – This is relevant for 
every business that has data to lose. In a migration 
upgrade the CRM 2015 media is installed on a 
separate database leaving the original operational 
database as is. Once the upgraded system starts 
running smoothly and to full capacity, then the users 
are gradually shifted to the new ecosystem. What 
this does is two-fold:  

• It allows the existing CRM to stay operational as a 
fall back option giving users more confidence  
 
It doesn’t interfere with the everyday work and 
duties of employees creating backlogs and delays. 
It takes considerably less time to shift to an 
already running platform than one in which the 
kinks and bugs still need to be ironed out.  

• Go for a phased roll-out – To further cut down on 
inconveniences and to mobilize some support in 
favor of the Dynamics CRM 2015, a phased roll-out 
should also be adopted. This involves identifying the 
technology leaders within the workforce and shifting 
them first to the new ecosystem. These individuals 
can try it out, form a positive opinion and then 
evangelize the software to their peers.  A strategic 

win, an important operational upside of the phased 
roll out is improved efficiency during deployment 
since small batches test drive the solution in 
relatively low stake environments instead of mass-
migrating everybody and creating a chaos. For 
example an organization may encourage marketers 
to test out the lead scoring feature within the 
Dynamics CRM 2015 even though it is traditionally 
a sales tool. Marketers do require rudimentary 
scoring before handing prospects off to the sales 
department and this practice though useful isn’t 
critical to their department. This arrangement scopes 
out the ability of the platform without endangering 
important data.  

• Empower users with mentors – Even if extensive 
training sessions are not possible or financially 
feasible, it is always a good practice to engage 
Dynamics CRM 2015 mentors who can provide email 
and ‘chat’ support on an as- needed basis. These 
consultants do not charge as much as full-fledged 
instructors but do provide early users with someone 
to fall back upon and seek advice from. The impact is 
not noticeable in terms of the ‘regular’ features and 
their gradual adoption but where advanced or new 
features are concerned, availability of a live source 

Migration upgrades 
are recommended 
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to CRM 2015 - 
Microsoft  
 

In a phased roll-
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stages can be 
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rest of the process, 
so that there are 
fewer issues as the 
implementation 
continues – 
TechTarget



of expertise can improve usage considerably. For example the 
prospect of a mentor may actually drive users to experiment with 
business workflow branching – an excellent addition to CRM 2015.  

• Point out features that can improve targets attainment 
– One of the most potent ways of spreading Dynamics CRM 
2015 goodwill is to stress on the features that can help sales 
representatives hit targets and quotas more efficiently and easily. 
For example the newly included Sales Product Taxonomy can 
suggest products customers are more likely to buy based upon 
item relations and past purchase histories. Imagine the ease with 
which a sales rep can close a successful call with an existing client 
by recommending an up-sell that is spot on! Dynamics CRM 2015 
comes equipped with bells and whistles which make selling easier 
and realizing they exist is a great way to drive adoption. 

Through the analysis of 56 audit professionals, we 
found that software feature training increased the 
belief of using software features and the use of 
those software features - Hyo-Jeong Kim and Michael 
Mannino



FIVE TOOLS YOU MUST KNOW ABOUT THAT WILL MAKE 
MIGRATING TO DYNAMICS CRM 2015 EFFORTLESS

Apart from best practices, certain tools also assist in 
the migration process ultimately improving adoption 
rates across the board. The following is a compilation 
for Dynamics CRM 2015. 

• WalkMe – WalkMe is a revolutionary tool that is 
capable of guiding CRM 2015 users to the right 
features and at the click of a button demonstrating 
how the advanced ones work. Completely 
customizable, WalkMe allows administrators the 
option of setting up pre-made demonstrations 
(WalkThrus) and pre-populated tooltips which can be 
accessed either as part of the self-service learning 
experience or emailed through permalinks to 
encourage collaboration between users.  

• Screencastify plugin – A tool that proves invaluable 
while judging the usage patterns and engagement 
of testers, Screencastify assists during the roll out 
phase of migration for Dynamics CRM 2015. It offers 
insights into what stumps the test users, what 
evokes better adoption and what can be further 

customized through detailed screen-captures. 
Free and compact, this plugin is installed into the 
browsers of testers to identify, rectify and prevent 
the repetition of frustrating habits.  

• Scribe – Scribe is another useful tool that 
helps integrate MS products (like Azure and 
SharePoint) with Dynamics CRM 2015 to re-create 
customizations. It also facilitates point to point data 
mapping for a quick and easy migration. Scribe can 
be set up to ‘trigger’ data migrations in response 
to real time events and is the perfect partner for 
Dynamics CRM 2015.  

• SSIS (SQL Server Integration Services) – Since a 
CRM migration has primarily to do with data, an 
SSIS package may be necessary when millions of 
data entries and fields have to be transferred from 
one platform to another. Very similar to scribe in 
function, it boasts larger processing power and 
requires the assistance of a developer to deploy.  
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• Microsoft Lync – An important and popular component of the Office 365 
package, Lync is an instant messaging client that can be configured and set 
up to facilitate dialogues between users and consultants (mentors) in real 
time to provide assistance and expertise during roll-out and adoption. Video 
conferencing and VoIP take the experience of being ‘coached’ or ‘instructed’ to 
the next level even if the mentor is at a different geographical location. 



THE CHECKLIST TO A SUCCESSFUL DYNAMICS CRM 2015 ADOPTION

A successful Dynamics CRM 2015 adoption hinges on a 
number of criteria and best practices. Even though the 
changes introduced are not disruptive or cataclysmic the 
features have matured considerably and many obsolete 
provisions have been pruned away to introduce a sleek 
and agile CRM.  
Thus true adoption can prove to be immensely 
beneficial and the way to proceed is to:  

 √ Justify the reason behind the migration by setting 
goals   

 √ Ensure that these goals are shared with employees 
and are something specific and relevant they can 
grasp and get excited about  

 √ If possible make the upgrade a migrated one where 
instead of importing media onto current servers, 

users are shifted to the upgraded system without 
having to wait through the period of straightening 
out kinks and fixing bugs 

 √ Introduce the features gradually without 
compromising day to day efficiency  

 √ Empower the users with on-screen guidance so that 
they develop the confidence to explore on their own 
without having to resort to outside help at each and 
every step 

 √ However having said that, hire a consultant who 
is available via chat or a VoIP system like Lync to 
answer user doubts and mentor them. If employees 
do not have the confidence that there is a safety 
net to fall back upon they will continue to be 
apprehensive of the CRM instead of appreciating it  



 √ Point out incentives that can drive adoption (like 
features to better hit targets and quotas)  

 √ Check progress every day. With the use of a simple 
plug-in like Screencastify CRM administrators 
and the migration team can identify the potential 
stumbling blocks for newbie users through scrutiny 
of the experiences of the testers. Make sure that 
these issues do not crop up by creating custom 
WalkThrus around these topics  

 √ If using the Dynamics CRM 2015 on premise, 
appoint an IT team to take care of daily 
maintenance. Employees should always be able 
to access a system that is up and running at full 
capacity  

 √ Last but not the least, spread the word around. Set 
up meetings to discuss how the system is faring 
and the journey towards accomplishing the goals 
set. This transparency is one of the best ways to 
encourage Dynamics adoption because it is a CRM 
capable of producing wonderful results.



ABOUT WALKME

WalkMe provides a cloud-based platform designed 

to help Dynamics CRM managers to guide and 

engage employees through any online experience. 

WalkMe simplifies Dynamics CRM usage, in 

providing direct step-by-step guidance at the 

moment of need, so that users can work efficiently 

and successfully. WalkMe removes the barriers of 

entry from other CRM systems, and increases user 

productivity while lowering helpdesk requests, and 

reducing onboarding and training time and costs.  

Through a series of interactive tip balloons overlaid 

on the screen, tasks are broken down into short, 

step-by-step guided instructions, which help users 

act, react and progress during their software usage. 

As a result, both during the initial Dynamics CRM 

orientation process and beyond, managers can 

empower their users so they no longer need to 

focus on the technical aspects of operating the 

software, freeing them to become more productive 

and avoid errors through even the most complex 

processes.


