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Introduction

The Web Forms for Marketers module allows you to create forms and localize them in
different languages The Web Forms for Marketers module also contains Submit Actions
that allow you to use the information provided in forms, to trigger complex business logic.

The Microsoft Dynamics CRM Save Actions are an add-on to the Web Forms for
Marketers module. They allow marketers to leverage the vital information provided in
forms to create or update records directly in CRM. This gives marketers the tools to
quickly build integrated and complex business logic between their website and CRM.

The Dynamics CRM Save Actions form the core of Sitecore’s Dynamics CRM Integration,
together with the Dynamics CRM Security Provider.

This document contains the following chapters:

e Introduction
This introduction to the document including a description of how to set up the CRM
integration.

e Configuring Dynamics CRM Save Actions
A description of how to configure the Dynamics CRM Save Actions.

e Tips for Developers
Some tips and tricks for developers.
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1.1 Prerequisites
The Dynamics CRM Save Actions require:
e Web Forms for Marketers 2.1
e Microsoft Dynamics CRM v.4 or later

¢ Sitecore’s Microsoft CRM integration license.

The Web Forms for Marketers Dynamics CRM Save Actions are designed to connect with a single CRM
instance.
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1.2 Setting up the CRM Integration

The Dynamics CRM Save Actions use the CRM Web Services to communicate with Dynamics CRM.

To set up the Web Forms module to communicate with the CRM Web services, you must add the
connection information to the ConnectionsStrings.config file in the Website/App Config folder.

Add the following line to the configuration file:

<add name="CRMConnString"
connectionString="CRM:url=http://CRMSERVER ADDRESS/mscrmservices/2007/crmservice.asmx;user
i1id=USER_NAME;password=PASSWORD; organization=<ORGANIZATION_ NAME>" />

Replace the following phrases with those that are relevant to your Dynamics CRM installation.
CRMSERVER ADDRESS = the URL you use to access your CRM.

USER_NAME = the user name of the account that Sitecore should use to create or update
information in CRM. Most organizations use a dedicated account for this purpose. This may
contain a domain name also.

PASSWORD = the password required to authenticate the user name.
ORGANIZATION NAME = the organization used in your CRM.
If you are using a SQLite installation, you must make similar changes in the

/Bpp Config/ConnectionStringsSQLite.config file.

Add the following line to the configuration file:

<add name="CRMConnString"
connectionString="CRM:url=http://<crm host>[:<crm host port>]/mscrmservices/2006/crmservice.asmx;
user id=user;password=password; organization=<organization name>" />

You can also use some additional parameters if your configuration requires it.

authentication type can have one of the following values:

Value Description

0 AD The Active Directory authentication.

1 Passport The Windows Live ID authentication.

2 SPLA The Internet-Facing Deployment authentication (formerly
known as SPLA).

The default value is 0.

use ticket

Value Description
True/False Whether a ticket is required for authentication. The default value
is false.
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1.2.1  Dynamics CRM Online

If you are using Dynamics CRM Online, you must use the following tokens:
e partner
e environment

e use ticket

partner — Live ID partner property.

Use this token with the Passport authentication type. This is required to connect with a CRM Online
instance, for example. crm.dynamics.com.

Environment — Live ID environment property.

Use this with the Passport authentication type. This is required to connect with a CRM Online instance for
example, Production.

use ticket=true — This setting in the ConnectionStrings.config file is required for save
actions to work with CRM Online.
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1.3 Security

When you install Dynamics CRM Save Actions, a new Sitecore role is created in the Role Manager
called CRM Client Form Author. To view and configure the Dynamics CRM Save Actions, you must be a
member of this role or another role which inherits this role.

Note

The Dynamics CRM Save Actions require an active connection to the CRM system to function correctly. If
you have added Dynamics CRM Save Actions, you will not be able to edit or configure them if there is no
connection to the CRM system.
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Configuring Dynamics CRM Save Actions

When you configure the Dynamics CRM Save Actions, you must select the fields in CRM
that you want to populate and specify the save actions that you want to use.

This chapter contains the following sections:
e Configuration
e Selecting the CRM fields to Populate
e Populating the Fields

e Individual CRM Save Actions

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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2.1 Configuration

You can add, edit, and remove the Dynamics CRM Save Actions in the same way as any other Save
Actions. For more information about adding and editing save actions, see the Web Forms for Marketers
2.1 User Guide.

As with all Save Actions, the CRM Save Actions are executed when the user clicks the Submit button on
the form and the submission is successful.

There are three Dynamics CRM Save Actions.
e Create CRM Account — create a CRM account

e Create CRM Contact Save Actions — creates and updates both account and contact records in
the CRM, based on information entered in the form, and other sources.

e Create CRM Entity Save Action — creates records in the CRM for any type of CRM entity.

The CRM Save Actions allow you to select which CRM fields should be populated, the values they should
be populated with, and under which conditions they should be populated.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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2.2 Selecting the CRM fields to Populate

The Dynamics CRM Save Actions automatically read the available fields for the CRM Entity you are
working with, as well as the type of each individual field.

2.2.1 Required fields

The required fields for a CRM record are always listed in the right hand pane of the CRM Save Action
dialog box.

The following example shows a CRM account that only contains one required field; Account Name.

%, Create CRM Account
Please select the values for the CRM fields you want to use to create the account. You can also select under what conditions
values should be entered and where those values should come from, 1f the account already exists & will be updated.

OW “ Delete Field Settings:
= ‘_ﬂ Required Felds Complete CRM Feld: Ahvays
| Account Name |
Use Value From: Form Field v
Value: Company Name v

Update Existing Records
Overwrite CRM fields  they already contain a value

Save Aud? Information to:  Description NG

Required fields must be populated. If they are not populated the save action will not work. In this
example, the Account Name field is populated by the value that the visitor enters in the Company Name
field in the form.

If the CRM system contains a description of the field, it is displayed in the Description field of the CRM
save action.

Note
The name of this dialog box always reflects the name of the CRM save action that you are editing.

2.2.2 Recommended fields

To add additional CRM fields to the CRM save action, in the Create CRM Account dialog box, in the right
hand pane, click Add. The CRM save actions will automatically detect which fields are set as
recommended in the CRM system and display these first in the list of field. This picture shows the

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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recommended fields for a CRM account:

& | Sitecore -- Webpage Dialeg

Select Fields
Selact fizlds which you want to use.

| [ Recommended Fields

[l address 1: City

[l Address 1: Street 1

[ address 1: Street 2

[[] Address 1: ZIP/Postal Code
DCUuntry

[ Main Phone

7] Relationship Type

To add all the recommended fields, select the Recommended Fields check box.

2.2.3 Adding Other Fields

To add additional CRM fields to the CRM save action, click the Add and in the Selected Fields dialog
box, select the field or fields that you wish to add. The Selected Fields dialog box displays all the
available fields in the CRM entity you are working with in alphabetical order. The recommended fields are

listed first.

This picture shows a list of fields for a CRM account, where the Country, Main Phone, and Account
Number fields will be added to the CRM Save Action.

& | Sitecore -- Webpage Dialog

Select Fields
Select fields which you want to use.
[[] Recommended Fields
[ Address 1: City
[[] Address 1: Street 1
[ address 1: Street 2
[[] Address 1: ZIP/Postal Code
Countrv
[# main Phone
|71 Relationship Type
[[ other Available Fields
[¥] Account Number
[7] Account Rating
[T] Accounting Email

[[] Address 1: Address Type

[7] address 1: Country/Region
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2.3 Populating the Fields

To configure an individual CRM field in the CRM Save Action Edit dialog box, click on the field name.
The Field Settings section displays the values that you can populate the field with and the conditions
under which this should occur.

2.3.1 Field Conditions

The CRM Save Actions allow you to select the conditions under which each CRM field is populated. This
may be important to your business logic. For example, if you are tracking users which have subscribed to
a specific newsletter campaign, you may wish to only complete the Originating Marketing Campaign
field if a visitor has selected the Subscribe to Newsletter field on the form.

To define the conditions under which a CRM field is populated, in the Complete CRM Field field, click the
dropdown list and select the condition or combination of conditions that must be fulfilled before the Save
Action will populate the CRM field. The default value is Always — the CRM field is always populated,
regardless of the values entered in the form.

In this example, the Originating Marketing Campaign field in the CRM account record will only be
populated if the Subscribe to Newsletter checkbox is selected and brochure is selected from the
Contact me about check box list.

@Add a . Field Settings:
=l Required Feids Complete CRM Field: en Subscribe to Newsletter is selected, When brochure is sele :I
" Account Name
. [ Atways i
=N Additional Field Use Value From:
& ons e Subscribe to Newslatter
Country
H Msin PR Valus: [#] when Subscribe to Newsletter is selected
* Main Phone
1. p— = 3 - [Tl when Subscribe to Newsletter is not selectad
ETEE I TR SR - Description

‘Contact me about

m

[#] when brochurs is slected
[T When brechure i not selected
[Tlwhen deme i selected

[] wWhen demo is nct selected
[E] when sales call & selected

2.3.2 Populating the CRM Field

The Dynamics CRM Save Actions automatically detect the types of values that can be entered in a
selected CRM field.

To select the type of information that you want to enter in the CRM field, in the Use Value From field,
select the information source.

The Use Value From field can contain four different sources depending on the CRM field type that you
selected:

e Form Field
e Previous Save Action
e CRM

e Manual

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2012 Sitecore. All rights reserved.
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Form Field
This source uses the value entered by a visitor in a form field.

When you select Form Field, all the fields in the form are displayed in the Value field in the drop down list.
Select the form field whose value will be used to populate the selected CRM field.

In this example, the Main Phone field in the CRM account will be populated with the value entered by the
visitor in the Telephone field on the form.

7 Create CRM Account

lﬁ Please select the values for the CRM fizlds you want to use to creaste the account. You can zlso select under what conditions
wvalues should be entered and where thoss values should come from, If the sccount slresdy esdsts i will be updsted,

(D add 8 Delete Field Settings:
=l Required Fickis s (- .
H * Account Name CRM Field:
<[ Addtional Feids | Uevee  FormFiena g
g 11=in Phon: | i From:
Value: Telephone -
Description: First telephone number for the sccount.

Previous Save Action
You can also use values from previous CRM Save Actions on a form in subsequent CRM Save Actions.

For example; if you have a Registration form on you site which allows potential partners to register, you
might like to add the company name that visitors enter in the form as an account in CRM and the name
they enter as a contact that is linked to this account.

Registration
Name

Company Name
Telephane

email

[7] subscribe to Newsletter

Contact me about [ brochure
[ demo
[T sales call

To achieve this, you must:

Create the Create CRM Account save action that uses the uses the values that the user enters in the
company name field in the form to create a CRM account.

You must create a CRM Contact save action that uses the account you have just created as its parent
customer.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2012 Sitecore. All rights reserved.
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To configure this Dynamics CRM Save Action:
1. Inthe Form Designer, add a Create CRM Account save action.

{3 Create CRM Account

4
‘g Please select the values for the CRM fields you want to use to create the account. You can also select under what conditions
values should be entered and where those values should come from, If the account already exists & will be updated.

gm 'D et Field Settings:
T A’* Required Fields Complete CRM Field: Alvays
=-[@ Addronal Fields Use Value From: Form Field -
Main Phone
Value: Company Name v
Description: Name of the account.
Update Existing Records

[”] Overwrite CRM fields ¥ they already contain a value

Save Audt Information to: Description -

2. Inthe left hand pane of the Create CRM Account dialog box, select the Account Name CRM
field.

In the Use Value From field, select Form Field and in the Value field, select Company Name.
Click Save.

In the Form Designer, add a Create CRM Contact save action.

Add, select, and configure the CRM fields that you want to populate.

Add and select the Parent Customer CRM field

In the Use Value From field, select Previous Save Action and in the Value field, select $Create
CRM Account.

The Dynamics CRM Save Action should look like this:

© N o 0 kW

ﬁ — .E - Field Settings:
i My Required Filds Compiete G [ v 5]
I b Eomal Field:

=+ additional Fields Use Value From:  Previous Save Action -
= Full Name

L. Value: $Create CRM Account hd

Unique identifier of the account or contact associsted with the
contact.

Description:

If no previous action exists or the previous save action has failed, the CRM field is not updated.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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CRM

You can also populate a CRM field with the value from another CRM field. This is used for CRM lookup
fields where the field values can be other fields in CRM.

If the Registration form used in the previous example was a part of an online registration campaign, you
might want all the accounts created using this form to be marked with an appropriate originating
marketing campaign.

To configure this:
1. Select the Originating Marketing Campaign CRM field.
2. Inthe Use Value From field, select CRM.

In the Value field, click the Browse Q button and a list of the campaigns in CRM is displayed.
4. Select the campaign you want to use and click OK.

The save action configuration should look like this:

OAA:H 8 Field Settings:
= ,.j'| Required Fiekds Complete CRM | ajy;ays i
. Account Name T2
=g Addtional Fields Usz Vzlue From: CRM M
Value: Q,

If a CRM field has a limited number of possible values, these are shown in a dropdown list in the
Value field.
Manual

You can enter text into several types of CRM field. You should use this option if you want to populate a
field with a fixed text value.

To populate a manual field:
1. Inthe Use Value From field, select Manual.
The Value field displays the default value if there is one.
2. Inthe Value field, enter the text that you want to populate the CRM field with.

This could also be used for true/false fields. For example, if you wanted to ensure that you did not send
bulk e-mails to customers who registered using the form, you might want make this value true. In CRM 0
is false (unselected) and 1 is true (selected).

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
this document are the property of Sitecore. Copyright © 2001-2012 Sitecore. All rights reserved.
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The save action configuration should look something like this:

O y u C Field Settings:

S .L_HI Required Fislds Complete CRM Field: | Always v
Account Name

=-[@) Additional Fiekds Use Vialue From: Manual -
Originating Marketing Campaign

' sl Bulk Emais Vo 1

You could also user this for more complex operations, by entering GUIDs or other unique identifiers.

2.3.3 Updating Existing Fields and Audit Information

The Dynamics CRM Save Actions create and update CRM records automatically without any manual
intervention. The save actions can therefore write audit information to fields in CRM when they update
records. The Dynamics CRM Save Actions register the current and new values entered by the save
action in the CRM record.

The Dynamics CRM Save Actions which update existing CRM records — Create CRM Account and
Create CRM Contact — also give users the option to specify whether or not the action should overwrite
the values in CRM or only enter information in a selected audit field.

If the Overwrite CRM values if they already exist checkbox is selected, all the selected values in the
save action will overwrite any existing values in the CRM record. If the checkbox is not selected, the
selected values in the audit field will be registered in the selected audit field.

Audit information is entered in the selected field when a record is created, updated, or if the field is not
overwritten. If the field is not overwritten, the value that the visitor entered is stored in the designated
audit field and the original value remains in the CRM record.

The field can be selected in the “Save Audit Information to” drop down list.
The Don’t Save option is selected by default, and therefore no information about field changes is saved.

In this example, CRM fields that contain values are overwritten by values from the form field and the old
and new values of the fields are entered as audit information in the Description field in the corresponding
CRM record.

Update Existing Records
Y| Overwirite CRM figlds i they already contain a value

Save Audit Information to:  Description hd

oK Cancel

Audit information can only be saved to CRM fields of the ntext field type.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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2.4 Individual CRM Save Actions

Here is a short description of the individual CRM save actions that the dynamics CRM Save Action
module contains.

2.4.1 Create CRM Contact Save Action
CRM Contacts are the main way to keep a track of a business’ individual customers.
The Create CRM Contact Save Action can be used to create and update existing contacts.
e The action checks whether the contact already exists, using the contact’s unique identifier.
¢ If the record does not exist, it is created.
o If the already exists, the information in the selected fields in the CRM is updated.
Whether the fields are updated or the information is written to an audit field depends on the setting in the

Overwrite user field if it already contains a value field. For more information about audit fields, see
Updating Existing Fields and Audit Information.

The unique identifier of the CRM contact is set to the CRM e-mail field by default.

To set the unique identifier of the CRM contact, in the Create CRM Contact Save Action template, in the
CRM group, change the value in the Primary Field field.

This is stored in /sitecore/system/modules/Web Forms for
Marketers/Settings/Actions/Save Actions/Create CRM Contact

2.4.2 Create CRM Account Save Action

CRM Accounts are the main way to keep a track of a company’s partners and business to business
clients. The Create CRM Account Save Action can be used to create and update existing accounts.

e The save action checks whether the account already exists, using the unique identifier.
o If the record does not exist, it is created.
o If the already exists the information in the selected fields in the CRM is updated.
Whether the fields are updated or the information is written into an audit field depends on the setting in

the Overwrite user field if it already contains a value field. For more information about audit fields, see
Updating Existing Fields and Audit Information.

The unique identifier of the CRM account is set to the account name by default.

To set the unique identifier of the CRM contact, in the Create CRM Contact Save Action template, in the
CRM group, change the value in the Primary Field field.

This is stored in /sitecore/system/modules/Web Forms for
Marketers/Settings/Actions/Save Actions/Create CRM Contact

2.4.3 Create CRM Entity Save Action

A CRM system can have a large and varied number of entities. The Create CRM Entity Save Action can
be used to create any CRM entity that is present in the CRM instance to which it is connected.

The Create CRM Entity creates new records, but does not check for existing records.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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To select the type of entity that you wish to create:

@ Sitecore

1. Click the CRM Entity dropdown box. All the available entities in the CRM system that you are
connected to are displayed.

2. Select the type of entity for which you want to create a record.

The required fields are displayed automatically. You can add all the other available fields.

3. Select and configure the desired fields.

4. Click OK.

Here is an example where you decide to create a new campaign record in CRM:

& Create CRM Entity

Chaoose the CRM entity you would like to create, Then select the values wou want to use to create the entity. You can sslect under what conditions the
walues should be entered, 2nd whers those values should come from,

CRM Entity: Field
Campaign -

Campaign Activity
Campaign Response
Competitor

Confract
ContractLine
Address

E-mail
Facility/Equipment
Fax

Case

Invoice

Invoice Product
Lead

Letter

Marketing List

Mail Merge Template
Opportunity
Cpportunity Product
Phone Call

Product

Quote

Quote Product
Report Related Category
Sales Literature

m

‘Complete CRM Field:

Use Value From:

Value:

Description:

identifier of the currancy associsted with the

Q
.

Audit information can also be registered when you create records to indicate that the record was created
by the CRM Save Action. This also tells you when the record was created and which fields were created
automatically by the save action.

The Create CRM Entity Save Action cannot update fields in existing records.

For more information about audit fields, see Updating Existing Fields and Audit Information.

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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Tips for Developers

This chapter describes some things that developers might find useful when they are
working with dynamics CRM Save Actions.

This chapter contains the following sections:
e setCustomCrmProperty
e The AuditRender Pipeline
o setSystemCrmProperty

o  Wfm.CrmGatewayType

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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3.1 setCustomCrmProperty
This pipeline allows you to dynamically modify any fields in a CRM entity.

For example, you have a Create CRM Contact save action that creates a new contact in CRM and the
firstname and secondname fields are populated with values from form fields with corresponding names.
However, the new contact should also contain a fullname field, which should be populated with a
concatenation of the values from the firsthame and secondname fields. This can be done using the
setCustomCRMProperty pipeline

The code for a new processor could look like this:

namespace Sitecore.Form.Core.Pipelines.Crm

{

using System.Ling;

using Sitecore.Forms.Core.Crm;
public class SetFullNameProperty
{

#region Public methods

public void Process (SetCustomCrmPropertyArgs args)

{

string fullName = string.Join(" ",
new /]
{
((StringProperty)args.CrmEntity.GetPropertyByName ("firstname")) .Value +
((StringProperty)args.CrmEntity.GetPropertyByName ("secondname™)) .Value
P
args.CrmEntity.Properties = args.CrmEntity.Properties.Union (

new Propertyl[]
{
new StringProperty { Name
}) .ToArray () ;

"fullname", Value = fullName }

}

#endregion

}

This processor reads the values from the firstname and secondname fields and saves the concatenated
result to a new fullname property.

To register the processor, you should add it to the
configuration/sitecore/pipelines/setCustomCrmProperty Processor.

<setCustomCrmProperty>
<processor type="Sitecore.Form.Core.Pipelines.Crm.SetFullNameProperty,
MyAssembly" />
</setCustomCrmProperty>

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The contents of
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3.2

The AuditRender Pipeline

@ Sitecore

Audit information can be parsed using a custom processor. For example, if you want to keep only 5000
characters of the audit message in the audit storage due to a system character limit, you could use a
custom processer that looks like this:

namespace Sitecore.Form.Core.Pipelines.AuditRender

{

}

public class ShrinkAuditMesssages

///
/ /]
/17

/ /]
/17

///

<summary>

Processes the specified args.

</summary>

<param name="args">The args.</param>

public void Process (AuditPipelineArgs args)

{

Assert.ArgumentNotNull (args,

if

{
}

args.Current.Remove (0,

"args") ;

(args.Current.Length > 5000)

args.Current.Length

- 5000) ;

In order to register the processor, add itto configuration/sitecore/pipelines/auditRender

pipeline.
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3.3 setSystemCrmProperty

Some properties of CRM entities, such as, for example, statuscode, can only be modified with specific
calls to the CRM web service. These properties are generally very specific and rarely used.

However, should you need to change properties which require direct calls to the CRM web service, you
should use the setSystemCrmProperty pipeline.

<setSystemCrmProperty>
<processor type="Sitecore.Form.Core.Pipelines.Crm.SetStateAndStatusProperty,
Sitecore.Forms.Core"/>
</setSystemCrmProperty>

The code for the processor might look like this:

namespace Sitecore.Form.Core.Pipelines.Crm
{ public class SetStateAndStatusProperty
{ public void Process (SetSystemCrmPropertyArgs args)
{ var stateProperty = GetStateProperty(args);
if (stateProperty != null)
{

var statuscode = args["statuscode"];

var request = new SetStateDynamicEntityRequest
{
Entity = new Moniker { Id = args.EntityId, Name =
args.EntityName 1},
Status = GetStatusValue ((StatusProperty)statuscode),
State = ((StateProperty)stateProperty) .Value,
}i

CrmGate.Instance.Execute (request) ;
}
}

public Property GetStateProperty(SetSystemCrmPropertyArgs args)
{
return args|"statecode"] ?? args.Entity.GetPropertyByName ("statecode") ;

}

public int GetStatusValue (StatusProperty statuscode)
{
if (statuscode != null)
{
return statuscode.Value.Value;

}

return -1;
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3.4 Wim.CrmGatewayType

The Wfm.CrmGatewayType Settings allows you to change the default Microsoft Dynamics CRM
provider with a custom implementation:

<setting name="Wfm.CrmGatewayType" value="MyNamespace.MyCrm, MyAssembly" />

The custom implementation must inherit the Sitecore.Forms.Core.Crm.CrmBase,
Sitecore.Forms.Core abstract class.
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