
IŀƴŘǎ ǳǇΧΦ

1. Who works at an organisation that uses DynamicsCRM?

2. Who works at an organisation that uses Microsoft Sharepoint?

3. Who works at an organisation that uses BOTH .DynamicsCRM and Microsoft 
SharePoint?

4. Who works at an organisation that uses NEITHER DynamicsCRM and Microsoft 
SharePoint?
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.About the Tertiary Education Commission (TEC) 

Å Responsible for leading the government's relationship with the tertiary 
education sector, and for policy development and implementation

Å 270 staff, primarily located at National Office in Wellington, with the balance 
located at our Service Centre in Wiri, South Auckland

Å Distributes $3billion of funding to approximately 900 Tertiary Education 
Organisations (TEOs)

About CRM and MOSS at the TEC

Å In the beginning it was like the romance 

Å The nascent potential of products that would work together seamlessly and a 
move away from bespoke system builds

Å !ƴŘ ǎƻ ǘƘŜ Ǿƛǎƛƻƴ ǿŀǎ ōƻǊƴΧ
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Why this vision?

2006 ςTertiary Reforms and changes to the Education Act
Emphasis on building relationships with Tertiary Education Organisations (TEOs)
Collaboration between the TEC and TEOs specifically highlighted
LƴǾŜǎǘƛƴƎ ƛƴ ǘƘŜ ǇǊƻǾƛǎƛƻƴ ƻŦ ǘŜǊǘƛŀǊȅ ŜŘǳŎŀǘƛƻƴ ǊŀǘƘŜǊ ǘƘŀƴ Ƨǳǎǘ ǇǳǊŎƘŀǎƛƴƎ άōǳƳǎ ƻƴ 
ǎŜŀǘǎέ ŘŜƭƛǾŜǊȅ ǘƘŀǘ ǘȅǇƛŦƛŜŘ ǘƘŜ мффлǎ ǿƘŜƴ ƻǳǊ ǘŀȄ ŘƻƭƭŀǊ ǿŀǎ ƎƻƛƴƎ ǘƻǿŀǊŘǎ ǘƘŜ 
ƭƛƪŜǎ ƻŦ άǘǿƛƭƛƎƘǘ ƎƻƭŦέ

Move to creating a TEO-centric organisation rather than a funds-centric organisation.  
Immediate high level requirements included
ωrelationship management
ωchanges to the way we managed contracts
ωa need to organise information in a way that supported a TEO-centric perspective.
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How did we think that vision of Tertiary Education funding might be realised with the 
support of technology, specifically Dynamics CRM and Microsoft Sharepoint?

By taking an intra-organisational role-based approach.

CƻǊ ŜȄŀƳǇƭŜΧ

Click 1 = data stores ςhistoricallya mix of Sybase, Oracle, Access, Postgres, 
SAS and SQL ςmove all to SQL

Click 2 = Investment Manager

Click 3 = laptop enlarge

Click 4 = info arrows

Click 5 = Investment Manager shrink and slide

Click 6 = slide transition to TEO; 
whole sequence

Click 7 = TEO shrink and slide; 

transition to Team Manager slide;  

same information as a basis but summarisedand aggregated 
according to need, e.gΧΦ

Click8 = transition to άǾƛǎƛƻƴέ ǇƘƻǘƻ
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Back at the end of 2006 / early 2007, that was the vision

Taking an intra-organisational role-based approach, and cherry picking across the 
technology platform (Dyanmics CRM and Microsoft SharePoint) to deliver services 
that were TEO-centric, not funds-centric.
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This was a revolutionary approach because of the ¢9/ΩǎŦǊŀƎƳŜƴǘŜŘ ǇŀǎǘΧ

TEC was born on 1 January 2003.

Amalgamation of Skill New Zealandand the former Tertiary ResourcingDivision of 
the Ministry of Education.   Each organisation brought staff, cultures, systems and 
processes for managing funds to be disbursed on behalf of the government.

TEC inherited these systems and began using them together, even though systems 
and processes were at odds with each other.

As well as these inherited systems and processes, new systems and processes were 
also designed and implemented using incongruent technologies.
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Each system was a vertical application

This meant silos of information, e.g. contractual and payment information for a TEO 
was fragmented across multiple systems
Click 1 & 2 = Contracts
Click 3 & 4 = Payments

Serious duplication of critical information, such as TEO contact information, which 
appeared in every line-of-business system
Click 5 & 6 = TEO Details

Other issues included:
ωPoor integration across applications
ωMany web-based applications which had difficulty integrating with the Desktop 
environment
ωInconsistent usability
ωFocus on function at the expense of form = less than optimal user experience
ωAll were bespoke
ωMost were funds-focussed and were end-to-end funds management systems, i.e. 
not TEO-centric (the customer).  Made it very difficult to understand the complete 
ǇƛŎǘǳǊŜ ŦǊƻƳ ŀƴȅ ǎƛƴƎƭŜ ¢9hΩǎ ǇŜǊǎǇŜŎǘƛǾŜΦ

Click 7 = transition to next animation

The vision reflected a desire to become customer focussed rather than the historical 
funds focus ςi.e. TEO-centric systems and processes, not funds centric systems and 
processes.

The first step was to identify data issues as the starting point for rationalising our 
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For the purposes of today, Dynamics CRM symbolises the feminine aspects of a 
relationship:

ωcentral point for all information relating to our customers (TEOs)
ωall things relational

e.g. knows all the importantevents and dates, like most women remember birthdays 
and anniversaries

Click = transition

8



And Microsoft SharePoint symbolises the masculine aspects of a relationship:

ωputting all the documents and other items in order and in place
ωmaking sure the right content matches the location

ŜΦƎΦ  ! ōƛǘ ƭƛƪŜ ŀ ōƭƻƪŜΩǎ ŀƭǇƘŀōŜǘƛǎŜŘ ƳǳǎƛŎ ŎƻƭƭŜŎǘƛƻƴ

Click = transition
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Tertiary Education Commission 10

The vision of early 2007 began to be implemented using the tried and true 
άŎǊŀǿƭōŜŦƻǊŜ ȅƻǳ ǿŀƭƪ ōŜŦƻǊŜ ȅƻǳ Ǌǳƴέ ŀǇǇǊƻŀŎƘ

Click 1 = crawl

TEOcontact management with CRM integrated with Outlook

Click 2 = walk

Simplerole-based workspace which was essentially a TEO-centric document 
library with a web-part to CRM to bring up TEO contact details

Click 3 = run

Service centrecase management in CRM so had a more complete picture of 
TEO-related interactions through an easy to use interface
Payment scheduling and authorisation in CRM for selected TEOsand funds ς
began to add in the payments aspects to the TEO picture
Piloted a second workspace for the Service Centre providing easy access to 
CRM as well as other Call-Centre related information from the IVR and 
reporting system


