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Executive Summary

Solution builders the people and organizations that use software and infrastructure to creastéomsolutions to
business problentsface increasing expectations thidtey will be agents of IT savings in addition to serving as
trusted, strategic partners for corporate success. Recent industry experience shows that application platforms can
provide the means for solution builders to be strategic while simultaneoustingutustom solution costs. This

paper will examine the ways that application platform choices can drive the success of the solution builder as a
value-added strategic partner, with particular focus on the capabilities of the Microsoft Dynamics® CRM xRM
application framework.

Solution builders, whether they are-liouse IT departments, system integrators, or ISVs, are under pressure to
deliver custom solutions with lower development costs and argn maintenance budgets. Though IT spending is
flat, or beihg cut, most organizations still see IT as a tool for strategic advantage. The solution builder is asked to
fulfill these conflicting needs.

¢NF RAGAZ2Y I E | LILINEBIFOKSa (2 Odza-ofd NESRE dzli ¥Ry ORA @ 2 fy2 WY §\5&EN.
packaged pplications, present numerous difficulties in terms of highftgnt costs and longerm maintenance
complexity and cost, as well as scarce talent resources.

Application platforms offer a solution to the problematic bedtbreed and custom developmentestarios. An
application platform mitigates much of the cost and complexity of traditional custom development by offering a
unified stack of server, database, and applications, with commoninpegrated elements and development tools.
Some platforms areampletely cloudbased. However, not all platforms are equal in the way they enable the
solution builder to thrive and cultivate loAgrm business relationships with clients.

The Microsoft Dynamics CRM xRM application framework brings together the bestasip the application
platform approach to custom solution development, offering solution builders a strong foundation on which to
build a sustainable, profitable business.

1 XxRM enables choice and savings for the client through dynamic, reusable dpplieatvices. Flowing
from the Microsoft Dynamics CRM core, the XRM services can be configured for a variety of application
purposes. Nostechnical end users are empowered to modify applications on their own, drivingtéong
savings.

1 XxRM applications arbeing developed for a multitude of purposes, ranging from client portals that surface
numerous baclend applications to sophisticated task management systems for the military.

1 xRM is a modediriven business application framework, a quality that connelogshiusiness owners of a
custom solution with its developers in an intuitive, businesgnted fashion.

1 XxRM offers the highest level of scalability and performance fepr@mmise, clouebased, or hybrid
configurations.

XRM enables gains in the solutionofif RSND&a O2YLISGAGABSYySaad yR LINRPFAGEOAL A
solutions at a lower cost and faster time cycle than would be available with alternative technologies. The ability to

deliver tightly budgeted custom solutions that empower AeehniOl £ dzda SNBE FdzNIKSNB G(KS &a2fd
trusted, long term strategic partner.

Introduction : The Evolving Role of the Solution Builder

Solution builderdrave seen their role evolve over the last few yedm®rmation technology (IThas becomenore
strategically relevanto businesses just d budgetsare getting cut. With IT operational budgets experiencing
zero percent growth in 2009 ardb percentof executives surveyegredictingthey willbe spending less in the
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future', the solution deeloper can no longer be viewed just an as order taker or developer for\inether they

are inhouse or externally contracted, whether they work with packaged or custom developed software, the best

solution builders consider themselves to be trustedatgic partnersThe evolution of the solution builder

SyO2YLIl aasSa Y2NB GKIFy 2dzad +y dzyRSNEGIYRAY3I 2F L¢Qa NP
need to be aware of the complete financial picture surrounding the creationcastomsolution. Solution builders

should be able to help their business management clients think throughtemngtotal cost of ownership (TCO)

issues, as well the costs associated with solution development.

This paper will examine how application platform wies drive the success of the solution builder as a vatiged

strategic partner. After exploring the challenges that solution builders face in serving business needs, the paper

gAft NBEDASH K26f-0 WESROAINMNRBY K2 ¥8 9 8B dnysolutidnt dbiPbecOmeSastly 2 Odza G
traps for the client. The focus will then shift to the Microsoft® platform and the Microsoft Dynamics CRM xRM

application framework in particular, as a means to enable the solution builder to deliver cost effective, strategic

solutions. In addition, the paper will look at how the selection of xRM enables financial and operational advantages

for the solution builder. Specific solution examples developed by leading Microsoft Dynamics CRM partners will

highlight the potential oftie technology.

The Custom Application Development Challenge

¢CKS az2fdziAz2y odzif RSNRa Ot ASyid Aa dGeLMAOlrtfe | odzaiySaa
which has requirements that can only be met through a custom solutusbm solution buyersieedrapid,

economicablelivery ofbusiness applicationg. KS &2t dziA2y o0dzZAf RSNR&a 220 Aa G2 | RR
managinghe design, developmenand modification othose gplications.Custom business solutions must be

ableto orchestratedistributed bwsiness workflows and integrate disparate systems. For the end user, the solution

should enable increased productivity and satisfaction. From a management perspective, the solution should

deliver analytics, reporting, and datésualization at an economical price.

A business might need a solution for managing its Human Resources function, for example. If that were the sole
requirement, an ofthe-shelf HR solution might suffice. However, a company might combine HR, training, and
recruiting into one management function and expect a single solution to handle all three operations. The answer
to this kind of challenge is a custom solution. In the trggquirement, custom HR solution scenario, the solution
builder has several options

1 Merging Acquire three separate, bestf-breed applications and integrate them into a unified-HR
TrainingRecruiting solution.

1 Extendng: Acquire one application, such as an HR system, and then use its application programmer
interfaces (APIs) to buildub customcoded training and recruiting modules.

1 Creaing: Develop the entire solution from scratch, leveraging a basic platform, such as the Microsoft
Windows Server® operating system, Microsoft Visual Studio® .NET development software, and Microsoft
SQLServer® database software.

Each approach, though it may solve immediate business functional requirements, creates IT and cost problems in
the short and long term:

1 Computer Economiciata- 2009

F b20dSY ¢K2dAK GKAA& LI LISNJ dzasSa GKS GSN¥a aOdzad2Y | Llidompledi A2y ¢ YR ¢
assemblage of server, database and application code. The solution builder idyypgispbnsible for developing the entire solution, including
the application.
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91 Creating is usually an expensive and lengthy proposition, even if the underlying stack is sound and the end
results are of good quality.

1 Both the merging and creating approaches can be costly to scale and extend. Customers prefer common
features that wok across applications, including access controls, busimesess modeling, workflow
management, and business intelligence. Creating such common functions across heterogeneous
applications is very challenging, especially as the need to modify indivigimplonent applications arises
over time.

1 Merging is a financial and strategic trap for the customer and its solution builder. The need to maintain
multiple server, database, and application stacks can present a serious obstacle to organizations that
placea priority on infrastructure optimization.

1 Application lifecycle management, an inevitable part of the flow of IT work over time, can be hampered
by differing vendor release cycles and support plans.

1 The proliferation of application development toolsetsd frameworks make merged best-breed
solutions tricky to manage. Integration points between the applications may break easily, given the
ASLI NI GS olFlara F2N SFOK LI AOFGA2y Qa RSaA3Iyd ! yR A
resourceqneeded to keep each application maintained.

1 Incompatible merged solutions can undermine the efficiencies of combingut@mises and online
elements. Though cloud computing is based on standards, the minutiae of actual integration between
cloudbased sgtems and ofpremises software can make it difficult to manage the subtle differences
between the applications.

1 From the client perspective, effective business process management, workflow, and business intelligence

are difficult to achieve with heterogemus bestof-breed merged solutions.

Merged bestof-breed solutions may require multiple end user training courses and learning curves.

It may be tempting to leverage an online application framework in conjunction with adidseed

customcoded solution however, the simplicity and low initial cost of these solutions can be deceptive.

Functional limitations, risk of higher lostgrm costs, subscription dependence, and the difficulty of

finding IT resources with the correct skill sets may lead solutididédns to be cautious about how they

use these options.

= =4

Solution builders face a serious challenge in finding an optimal way to satisfy varying custom solution needs. How

can the solution builder deliver a custom solution that responds to an interlockamdlicting set of requirements?

¢tKS Odzad2Y &2ftdziAz2zy Ydzaid 06S NILARt&@ IyR S02y2YAaAl0lftfte R
requirements and offer desired functionality for the end user and business manager. It must provide efficient

compatiblity with the overall IT infrastructure and scale, and also be reliable. It must enable cost effective

modification over time and not require unnecessary investments in IT talent. These are not trivial matters,

especially when taken as a whole. The anshesrin a platform approach to custom solution development.

However, not all platforms are created equal.

Solving the Custom Application Development Challenge

The use of an application platform confers a number of advantages on solution builders wihgirageid create

custom business applications. With a platform, which has assembled a unified stack of server software, database,
and programming tools, there is less friction amongst the component parts of the end solution than incd-best
breed situation Whether the platform is offered by a single vendor or an open source community, when common
platform elements operate across multiple parts of a custom solution, there are benefits in the areas of
maintenance, development cycle time, and costs.

The indusry is moving towards platforms. According to Forrester Research, organizations are converging what
were once disparate, standalone applications into an integrated, unified application platform. In their survey,
Forrester found that approximately 75 perdeuf IT leaders worldwide anticipate a shift toward application
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platforms. Of those surveyed, 35 percent said they wanted platforms, but had no plan in place, while 41 percent
indicated they had a platform plan underwéy.

However, not every platform dekrs the same degree of efficacy for custom business applications. Although a
dedicated team of skilled developers with enough time and money might make any platform into a superb vehicle
for custom business applications, in reality one cannot assume liesetkinds of resources will be available for a
given project. And, if those resources are available, the financial and organizational costs inherent in retaining the
unique skills and custom patterns that were used to develop the solution can becomeéentfor the customer.

The best platforms for custom business application development are ones that provide relevant business
functionality and frameworks. In addition to containing core business features, these frameworks should include
capabilities for scurity, authentication, business process modeling, and business intelligence. They should span
on-premises and cloud deployments. And a good platform should be operable by a large pool of IT resources with
broad, economically sound support from a parteeosystemMany platforms available for custom business
application development lack some or all of these critical attributes.

Technical and Functional Advantages of xRMfor Solution Builders

The xRM application framework of the Microsoft Dynamics @Riduct provides a range of capabilities that
enable solution builders to deliver the best of the platform approach to custom application development. XRM
applications are built with reusable services that can span multiple applications on a singlemplatfer XRM
framework can be extended to create lhoé-business (LOB) applications for a wide range of business purposes.
The technology is highly scalable, leveraging the combined power and breadth of the Microsoft stack.

Enabling Choice through Dynamic, Reusable Application Services
XRM applications are built using reusable services, as depicted in

Figure 1. The framework includedegratedbusiness asrvices
such ae-malil, task and activity management, and rich
connectivity with Microsoft Offic©utlook® messaging and
collaboration clientand other MicrosoftOffice system
applications.

click Custopy,,
services

XRM has a muHienant architecture that allows organizations to
build multiple LOB applications on a single platform. With multi :
tenancy, the dynamic, reusable application services of XRM can Azl
adapted and extended to many unique applications. For exampl S

as shown in the xRM reference architecture in Figure 2, a busint
entity component can be reused across a number of differei xF.
applications as a service. Figurel.xRMService Structure

XRM application development is based on models, a capability that

enables nortechnical business owners of a custom solution to guide its development. xRM apps are models of
ASP.NET user interfaces, Windows Workflow FoundgWF) workflows, ADO.NET data entities, and Microsoft

Active Directory® security. With these tools, XRM applications take advantage of forms to manage data. This serves
G2 FoaGN) OG O2YLX SE RIFGlFIolasS tS@St afromEheénduseranfl R ! LIRE |
solution developer.

2 Many Organizations Embrace Converged Applications, But Adoption Barriers Réntmmissioned study conducted by Forrester
Research on behalf of Microsoft, October 2007
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Cloud Server

The solution builder benefits from the ability
of xRM to offer choice and flexibility to the
LOB client. As depicted in Figure 3, the XRM
framework provides solution builders, and
their customers, with choices in solution
development that can fit a varietyf business
requirements. With xRM, the client can choose
between buying software, building new
solutions, customizing existing applications, or
subscribing to third party softwarasa-service
Figure2. The XRM reference architecture (Saas) offerings. When combined with its
integration with Offce Outlook, other Office
applications, and the Microsoft Windows® operating systems, xRM becomes a vehicle-fffamiste custom
application development. Furthermore, an xRMLILJ A OF ( A 2 y Q & andl @aiUeniites aseddidisied i? ¢ a
metadata Themulti-tenant capability of xRM results in applications that are portable acoosgremises and
hosted deploymentsThis capability has important strategic implications for solution builders.

Though the concept of cloud computing is popular, manyriass processes span-prnemises implementations

and the cloud, and will continue to do so for the long term. While companies are becoming increasingly

comfortable with the concept of cloud computing, industry consensus holds that security concerns giagieda

permanently inhibiting, full migrations to cloud services. According to Gartner, less than 5 percent of companies

FNE FTR2LJGAY3 | Oft 2dzRm2yfé Y2RSt® LyadSIHrRX odzaiySaasSa |
combination of cloudand iENY I f f @ 26y SR 2y nLINBYA&aSa aeadasSvyao !a | NX
collaboration engine that supports such a hybrid approach. xRM does

just that, while Force.com, in contrast, is cleomly and has limited

business process managemet (BPM) cajiasl As EAC Principal

Analyst Josh Greenbaum putséit¢ KA a4 K&@OoNAR Y2RSH A &
supporting the whatever, wherever approach to the cloud vs. on
premise debate YI 1 S& | GNBYSyR2dzaA | Y2dzy dza S

OK2A0S ra okt G AdQa Ittt Fozdzio

Microsoft designed the hybrid cloud/epremises capability of xRM
with solution builder competitiveness in mind. The xXRM architecture,

FIT ,
GKAOK A& Iy FNUAOdzZEFGA2Yy 2F aAl IABS {2

strategy, provides clients with the power of choice by enabling

combination orpremises and oilemand hybrid solutions. Solution

builders that can offer their clients hybrid xRM applications spanning  Figure3.xRMDelivers the Power of
both on premises and cloud deployments have a competitive ahge. ~ Choice

The choice inherent in the hybrid xRM application solves a number of client business challenges. For example, a
company may want to take advantage of the economy and flexibility of the cloud while remaining compliant with
international privacy lawthat require certain types of data to remain within national boundaries. xRM makes this

possible without exceptional expenditures or complexity. Or, an organization may not want to store selected sets

2F AGNFGS3IAO RIGE YR I1BNR @Fa diKE Of 280R0S 2 Ei®a Ewafzl @K So D
FyR LINPOS&aasSa 2y aAidsS IyR LRIOSyaAlrtte LIXFOS aO2YY2RAGE:

3 U=ed with permission of CNET Networks, Inc. © 2008 All Rights Reserved.
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which only support their online model.

A Multitude of Potential Solutions

¢KS a-¢é Ay Ewa aidlyR&a F2N alyedKAy3dzé O2yy2iAay3a GKS FNJ
applications for virtually any type of elonship managed by a lir&f-business (LOB) application. While Microsoft
Dynamics CRM is designed to manage customer relationships and their attendant processes and data, an
application developed with XRM is able to help any team manage any relatioaslyipelevant process, and any
data. Known as a relational LOB application, a custom solution developed on XRM could be used to manage
vendors, assets, people, partners, licenses, or any other aspect of a business that involves relationships, which is
mostof what business is about.
.. XRM solutions are being used for a multitude of relational
T o SE—— | LOB applications. In vendor management, for example, an
18 e 0 e i —— | xRM relational LOB application might be used for the
| icae | vendor certification process, purchasing management,
[ - | and compliance. Project managers could use an XRM
T — o = | application to handle the RFP process and manage
= —— B e project timelines and deliverables. Uses of xRM are
SRR s ' limited only by the imagination. For instance, a
T broadcasting program management application could
e B | provide structure and process for the script creation and
X e s e s S s e o S negotiation processes. Government agencies can use
- . XRM to develop applications for notifiable disease
Figure4. Example of a custom xRM application Ul management, Ieglslatlor.1 management, animal
managenent, conservation contract management, or
grant management. Figure 4 shows a screen from a government citiz
services portal built using XRM.
The Evangelical Lutheran Church 3 NR OF Q& 69[ /! 0 — ra
took advantage of the deep extensibility of xRM to replace a patchwo oty
of information silos that were having a negative impact on the
2NBFYyAT FdA2yQa FoAfAGe (2 62N o o Ada pnl
Working withSogeti USB |y Ewa LI NIYSNE 9/ sFGSR GK
Board of Pensions Service Port@dlmanagers rarchitected the Board
2F tSyarzyaqQ AyFNI &G NHzOG dzNB = Lt 58yl YAO

Care
Advocates

to serve as amapplication portal for 12 business line systems. They
integrated it with other key systems and used its XRM platform to
develop departmenspecific applications. The new xRidsed
applications draw upon a common database and utilize workflows to
dramaticaly improve member service and boost staff productivity. Figures. The ELCA Board Bensions

The ELCA solution takes advantage of the xRM entity serthese xRMBased Relational Service Portal
are multiple entities addressed by the solutio@as well as numerous
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custom workflows, print integration, and Microsoft Office Comnuation Server integration. Figure 5 shows how
the 12 business applications surfaced in the portal connect to the core xRM application. The size of each pie slice in
the diagram corresponds to the amount of development work attributable to Microsoft Dyrsaxie/f’

The ELCA portal gives staff members a@&free view of members, which helps promote enterprigide
awareness of issues that affect members and enables-digtiity touches through the access of r¢iahe

member histories. In business terms, thertal has enabled ELCA to save U.S. $250,000 per year in mailing and
printing costs. ELCA also benefits from the ability of-temtnical business users to create and customize
workflows to optimize the alignment of xRM applications with enterprise pgses and best practices. Users
revise workflows without delay to continuously improve service delivery.-dsefigured workflows ensure that
business ideas drive the development of applications, notvérea.

IT benefits from this capability as wellitivELCA seeing a 50 percent drop in administrative processing time
compared to its earlier experience with multiple point solutions. ELCA has also benefited from the ability of xRM to
integrate well with enterprise systems. The configurability and interapility that xRM provides with Microsoft
solutions, combined with its ease of integration with thjpdrty systems, met the Board of Pensions' objective to
establish an integrated portal. "Before, we had a distributed application architecture of 10goid6solutions,”

says John Lomnicki, Enterprise Architect, ELCA Board of Pensions. "Now, we're standardizing many applications
onto the platform. Not only do we get functionality but we also get automated workflows;meaie capabilities,

and a detaild out-of-the box portfolio of other tools to work with."

Ascentium a Microsoft Dynamics partner with an extensive XRM practice, has made innovation on XRM a central

part of its system integrator business. The compaecently developed a Tasker Management ToMT) for the

U.S. Department of Defense. With xRM, Ascentium was able to solve a problem that had been challenging the U.S.

Air Force: how to efficientlyranslate highlevel orders from senior officers into manageable, traceable tasks for

GKS aiGlFal]SNEZé GKS LISNB2YyYy St NBaLRyaroftS T2N) OF NNBEAy3
legacy systems supporting different parts of the Airdeédnad failed to enable effective task management.

TMT enabled all task information to be stored in one central location, and assignments to be made and tracked.

The result was the resolution of serious management issues that had affected many orgasiative Air Force.

With TMT, Air Force organizations gained access to the same software tool and a common data repository

managed securely through Microsoft Dynamics xRM. Air Force users can now create and manage tasks using
Microsoft Dynamics CRM and¥Ook OS hdzift 221X G(GKdza RNI YI GAOLFtf& NBRdAzOAyYy 3
XRM has helped the Air Force realize a 60 percent reduction in contractor support, 90 percent reduction in storage
requirements, and a 2fbld increase in task visibility.

Model-Driven Business Application Framework

The declarative, modealriven xRM framework allows a relatively ntathnical business person to design the
process steps anetlational data modelingspects of an LOB application. Developers can then take titehand
rapidly develop the custom application. Subsequent customization is essentmipteand-click, dragand-drop
process, whildurther extensibility is available by developers through Visual Studio and ThETodefriven
nature of XRM benefit both customers and solution builders. From a cost and time perspective, xRM delivers
faster, more economical custom solution development.

The economics and skill advantages of xRM make it an appealing offering for solution builders. Solution builders
can develop longerm valueadded relationships with clients by delivering consistently rapid, lesest custom

4 Microsoft Case Studonprofit Moves to Superior Custom@entric Service DeliveModel
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Ewa A& y2i KsMkiRRodgers, YRGLRIMerEfedtiviea Microsoft Dynamics partner with a sizeable

Ewa LN} OGAOS® 6&rantp oNtRe@ustonfe? af thd develdpar. TRig/is very helpful in securing

commitment2 Ewa FNRBY (KS Of ASyi o¢

XRM offers customers, and the solution builders who support them, a busfaesg framework that harnesses

the cumulative benefits of the broader Microsoft universe fiveb-3 O f S¢ dza S Rigue b si6WskhE y OS &
complete )RM stack, starting with Windows Server and SQL Server, the foundational technologies that underpin
XRM. Intuitive user tools such as Office Communicator and Microsoft Office SharePoint® Server help drive adoption
of xRMbased LOB applications and enable #RM application to spur individual end user productivity.

For instance, the user of an xRM application twatks with = - =
Intuitive user tools increase Standard tools optimizes IT
with Of‘ﬁce, Office OUthOk, Office SharePoint Server and Offi| wuseradoption & productivity resources and infrastructure
Communicator can expience the LOB application as a
seamless part of a familiar information work environment and
process flow. The integration potential of xRM with Microsoft | | =2 &fice Sharepoint BizTalk Server
information work tools makes it simple for users to connect Tg—

Dley wicosste . jrosof-
30ffice Communicator §ysgcem Center

r Microsoft*
. - . . . 1.0ffice Exchange
with other LOB application users on aréme basis, or easily s J
locating and viewing unstructured data, such as documents. | |~ &fice Outlook W Visual Studio
Ultimately, this connectivity can help the customer realize a r
. Windows Server
tangible business benefit from the xRM application, a benefit Technologies & L

that is not easily generated with besf-breed a custom

development alternatives. For solution builders, the ability to
add productivity gains to the xRM value mix is quite

ROl yGlF3S2dzad ! OO2NRAY3I (2 /dZAG2YSNPFFSOGADSQE w2RISNE.
its integration cpabilities with Office Outlook and other Office applications, also enhance customer confidence in

the solution potential of the framework.

Figure6. xRM in the Microsofserverstack

The xRM integration with Office SharePoint Server is a particularly effective driver of advantage for the solution
builder.Businessetoday are expected to be innovative and custorr@antric, with shorter product lifecycles and
customerdriven adaptationswvhile operating increasingly lean vendor and partner networks and related back
office processes. In IT terms, solving this challenge involves improving the collaboration between people who do
GKS GAYTF2NXIFGA2Y 62 NINBR YR K iRaabon]@so@ans Riablidgamibrdl bzl ictize
alignment of sales and marketing with the management of vendors, custQrm@isorders.

Information work is essentially collaborative and unstructured, while structured task work has been fairly
regimented,with a focus on efficient and precise management of key business relationbifqpsnation workers

use productivity tools and collaboration solutions, such as online team workspaces, while structured task work is
performed on relational LOB applicatioms.many cases, the relational LOB application grows out of a core
customerrelationship management (CRM) application, with the goal of extending customer management
functions or managing customdike relationships, such as vendors or partners.

As the twotypes of work are increasingly blended in business processes that combine structured and unstructured
steps, there is a need for a blendesglationalproductivity application (RPA) that spans these two essential modes

of work and brings out the best bugss result from the combinatiohe RPA combines the procesgented,

structured lineof-business application with collaborative, socidipsed information work tools. The RPA enables
information workers to have awareness of transactions and detailediips of operations that have an impact on
their work. Conversely, the RPA gives structured task workers exposure to the subjective, debaseht

information that the information workers use to manage accounts and the business overall.

The xRM Advantage for Solution Builders 10
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As an architeatre, the RPA is an integration between the relational LOB application and the collaboration
environment, with standarddased messaging connecting the two. The respective data sets of the two
applications are connected through metadata, aligning structumesiness data with unstructured documents and
collaboration data.

The RPA is best realized by integrating XRM, which is used to build relational LOB applications for structured task

work, and Office SharePoint Server, the collaboration and document nreamag platform used in information

62N] ® Ewa yR hT¥FAOS {KINBt2AydG {SNBSNI YSNEBS Ayid2 | &o:
workers involved in a business can access the information they need to work more productively and intelligentl

The MicrosoftbasedRPAcan be realized in several different modes depending on the specific needs of a business.

In an information work intensive environment, it may be optimal to presentRIR#through Webparts ina

SharePoint portal interface, thugh Office Outlook, or in a combinatiorMicrosoft Dynamics CRM ASPX is

preferable to create th&kPAinterface in situations where task work is more dominant.

¢tKS Ewa &idlF01Qa ItA3yYSyld YR AyGSaNI (GAcyriended i K aA ONB & 2"
architecture (SOA) tools, such as Microsoft System Center and Microsoft BizTalk® Server, make xRM applications
costeffective to maintain and integrate across a heterogeneous application ecosystem. xRM provides a practical,
economical solutiorior SOA, an IT paradigm that da@ quite challenging to realize despite vast potential. An SOA

is based on the notion that virtually any application in the world can be made to interoperate with any other

application through the use of standartiesed cormunication protocols and message formats. Using XML, such
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data and procedures with another similasguipped application. This capability carsuét in significant IT cost

savings and gains in flexibility. In the last few years, great strides have been made in turning this breakthrough

technology into a reality. However, what has typically been lacking in the SOA revolution is the simple, emlonomic

front endr the LOB application that serves the specific needs of the end user while taking advantage of SOA

infrastructure benefits. XRM closes this gap.

By establishing reusable business services that are
compatible with an SOA approach to computing, XRM
delivers the critical last mile of an SOA. When
connected with BizTalk Server, for example, an xRM
application can share data and processes with a huge
variety of applications, including mainframe COBOL
transactional programs and midrange systems. What
makes XRM special in this regard is its ability to offer
this capability without creating a problem elsewhere in
terms of cost, flexibility, or skill requirements. BizTalk
Server takes care of the complex mags handling
aspects of the integration. An xRbhsed SOA lets
customers leverage previous investments in legacy
systems while advancing current user productivity anc
business process management with antopdate LOB application. Solution builders thah ateliver this level of
economic performance will cultivate long term trust and sustainable business from their clients.

Figure7. Thescalable architectureof xRM

The Highest Level of Scalability

The xRM architecture provides the highest level of scalability aadedoility at the lowest costgither on

premises othroughonline servicesFigure 7 shows a typical highly scalable, highly available server architecture
for an xRM deployment. xRM applications are able to support high scalability and availability through a number of
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