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history and a diary. All the sys-
tems include that. What diffe-
rentiates the systems from each 
other is what they are capable of 

Complete control
Everyone needs to be clued in and no-one can keep tabs on everything. So what was actu-
ally agreed with your customer the last time you were in contact? What have your collea-
gues told the customer? How does the sales department actually work? CRM covers a 
huge area, but we have delved into the subject and tested five quite different solutions. 

By ERIK ANDERSEN

Nowadays we have all 
manner of ways of commu-

nicating with other people. Eve-
ryone uses the phone, most of us 
send e-mails and some people still 
send letters. In addition to these 
are new services such as SMS and 
Instant Messaging. The problem 
is that no-one has an overview 
of everything. In the past, several 
copies of a letter would be made, 
one of which would be kept in the 
filing. But e-mail is sent from dif-
ferent units within the business 
and text messages are sent from 
mobile to mobile. The problems 
are compounded when several 

employees communicate with the 
same customer or supplier.
 The sales department is possi-
bly the one department that has 
the greatest need for an over-
view of correspondence. Many 
people look on sales as somet-
hing undefined, in which success 
is a reflection of the salesperson’s 
discipline and personal qualities. 
These are important factors, but 
there’s no harm in instilling met-
hodology and workflow into the 
salespeople’s day-to-day work. 
In doing so, the sales manager 
gains an overview and the com-
pany achieves predictability. In 

addition, it makes it easier to take 
incisive action in a tight spot.
 CRM stands for Customer Rela-
tionship Management and it was 
originally a marketing theory, but 
is now most often used in relation 
to customer management soft-
ware. There are a huge number 
of CRM systems on the market, 
in fact more than there are acco-
unting systems. We have tested 
five of them to give you an over-
view of some of the options avai-
lable and what implementing such 
a system involves.
 Core CRM functionality gives 
you a register of contacts with 

Testing 5 CRM systems:

of customers

n We have an extensive Win-
dows Server network available 
for the test. We have two domain 
controllers, an Exchange Server 
and a number of virtual machines 
with Windows Server 2003, Win-
dows XP, Windows Vista, Win-
dows Server 2008 and Windows 
7. In this test, we chose to install 
Microsoft SQL Server 2005 Stan-
dard on a virtual Windows Server 
2003 Enterprise. The underlying 
server is running VMWare ESXi and 
has an Intel Xeon X3320 with four 
cores at 2.5GHz and 8GB of inter-
nal memory. The virtual machi-

nes are stored on local SATA hard 
drives. The virtual server and data-
base were used for Mamut Enter-
prise E5 CRM, Microsoft Dynamics 
CRM and SuperOffice SIX.
 We used a client PC running 
Windows Vista Business and Office 
2007 Professional in addition to a 
virtual Windows XP Pro client with 
Office 2007 Professional. All the 
programs were installed in Nor-
wegian where possible. All service 
packs and updates were installed.
 We looked at the installation 
and what technical skills are requi-
red of the IT personnel who will 

be installing and operating the 
program. We then examined the 
actual functionality of the program. 
Finally, we tried to understand the 
philosophy behind the system. 
How can a company adapt both 
itself and the system to get the 
most out of the tool?
 With the exception of 24Seven-
Office, we installed all the pro-
grams locally. We also met up with, 
or contacted, all the suppliers to 
allow them to point out the key 
features of the programs before 
we tested them ourselves. CRM is 
such a comprehensive activity that 

it would have been an impossible 
task to discover all the functionality 
ourselves. This is why it is usual to 
make extensive use of consultants 
and develop a comprehensive 
project before a company can 
exploit the systems to the full. It 
is worth mentioning that one of 
Microsoft’s installation documents 
estimates that what they call Rapid 
Deployment will take a month – 
not exactly the best news just a few 
days before our deadline. Fortuna-
tely things were rather simpler than 
that.

How we did the test

Note! This article is an extraction of the full test in PC World no. 4 – 2009. 
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in addition and how they are able 
to automate tasks. Accessibility 
is another key concept. You are 
likely to want to access the CRM 
system from work, from your 
home office, from a laptop while 
on the move and via your mobile 
phone.
 The two largest systems, Super-
Office and Microsoft Dynamics 
CRM, are very complex systems. 
The implementation of such a 
system requires precise plan-
ning, customisation and training 
in order to really benefit from 
the advanced options available. 
Unless you already have experts in 
sales processes in your business, it 
will be highly beneficial to obtain 
the assistance of external experts 
in this field to adapt the systems 
and your organisation to produce 
an optimum solution. This takes 
time and resources.

 You can of course start at a 
simple level and gradually extend 
the solution, and many of these 
systems are very easy to get star-
ted with. The type of accounting 
system you use elsewhere in the 
company will also dictate which 
system suits you best. 

Requirements for 
 operation in your own 
organisation
With the exception of 24Seven-
Office, which is a pure SaaS solu-
tion on 24SevenOffice’s server 
farm, you can choose between 
in-house or external operation. 
Ajour requires an application 
service provider (ASP) with a ter-

minal server while we await a full 
web interface. Mamut has a par-
tial web interface in some versions 
and is itself an ASP. Microsoft and 
SuperOffice have both Windows 
clients and a web interface which 
you can install yourself or lease 
from a service provider.
 Our tests showed that installa-
tion on your own server is viable 
in most cases, but the price of 
the database often increases the 
cost considerably and it requires 
follow-up in terms of backups 
and maintenance. Ajour uses its 
own integral FoxPro database of 
the same type that Mamut used 
previously. This is just a file-based 
database, so backing up consists 

– Accessibility is another key concept. You are likely to want to 
access the CRM system from work, from your home office, from a 
laptop while on the move and via your mobile phone.

of copying these files.
 Mamut currently uses Micro-
soft SQL Server 2005.  A suitable 
database can be either free in the 
shape of SQL Express or cost seve-
ral thousands if you want to go 
for a fully featured database. The 
limits are fluid, but SQL Express 
has an absolute upper limit of 
4GB of data and will only use 1GB 
of memory and one processor 
core on the server. This is plenty 
for the smallest installations, but 
access to more processing power 
and memory on the server will be 
useful in many cases. The data 
limit of 4GB is very rarely a pro-
blem. However, Mamut recom-
mends installations of more than 
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five users to go for SQL Standard. 
This is not an absolute limit and is 
highly dependent on usage pat-
terns. SQL Express will also work 
with 20 users as long as usage 
remains light.
 Microsoft SQL Server Standard 
costs just under NOK 10,000 plus 
approx. NOK 1,600 for each user. 
The Workgroup edition costs 
around half that. Fortunately there 
is something called ISV RUN-
TIME. This consists of licences 
which the software provider can 
sell alongside his own programs. 
They can only be used with that 
one program and are a good deal 
cheaper. Mamut sells Workgroup 
for NOK 599 per server and NOK 
359 per user. Standard also costs 
NOK 599 per server, but NOK 
729 per user.
 Microsoft Dynamics CRM 
naturally also uses SQL Server. It 
cannot use the free SQL Express 
version, and requires Work-
group Edition as a minimum. No 
explanation was forthcoming, 
but this is probably a reason why 
Microsoft puts everything in the 
database – including the entire 
document register. In that case, 
4GB soon becomes a limitation. 
Also, Microsoft uses SQL Server 
Reporting Services as a report 
generator, and this is missing from 
SQL Express. Microsoft does not 

sell ISV RUN-TIME editions, but 
partners who supply customised 
solutions are able to offer them. 
Remember that you can also pur-
chase SQL Server at a reasonable 
price bundled with Small Business 
Server. This is particularly relevant 
for very small businesses.
 SuperOffice supports many 
different database engines, inclu-
ding Oracle, IBM DB2, Sybase or 
Microsoft SQL Server. It is with the 
last of these that we tested since 
80% of SuperOffice’s customers 
use it. Fortunately for the remai-
ning smallest customers, the free 
MS SQL Express database works 
excellently with SuperOffice. 
SuperOffice and its partners can 
also supply MS SQL Server ISV 
RUN-TIME editions.

SupeROffiCe  
SiX
Website: superoffice.no

Plus: Very user-friendly, everything 
can be integrated.
Minus: High initial cost, expensive 
add-on modules.

 
For many people, SuperOffice is 
synonymous with CRM and, is 
the contender in this test who has 
been at it the longest. Over the 
years, SuperOffice has steadily 

extended the 
system and is 
always aiming 
at larger organi-
sations. Even though 
an average SuperOf-
fice customer has 20 users, they 
are now targeting organisations 
with 25 and up to around 500 
users. Most of Norway’s biggest 
companies use SuperOffice to 
one degree or another.
 SuperOffice supports many 
different database engines. Lar-
gely due to this flexible database 
support, a certain amount of 
database configuration is requi-
red before SuperOffice can be 
installed. Many customers will 
need professional assistance for 
this. Once the database is in place, 
SuperOffice’s installation program 
deals with all the rest, and you are 
underway quickly and easily. You 
install the server module, assign 
the program folders and all the 
files you need to install the clients 
are then on the server. When you 
install a client, you can choose 
between installing the client files 
locally or running them from the 
server. The server installation 
makes it much quicker to upgrade 
subsequently, but there are fewer 
issues when the files are available 
locally. SOLoader.exe which starts 
the client also has a considerable 
amount of experience and intel-
ligence built in. This makes the 
client effectively self-updating 
and self-repairing.

 SuperOffice is a Norwegian 
product, but is sold in many diffe-
rent countries. There is therefore 
a range of languages available, 
and absolutely all parts of the pro-
gram are translated into the rele-
vant language. This is true right 
up to the database field names 
displayed in the report generator. 
Foreign currencies are suppor-
ted, so you can sell to many dif-
ferent countries simultaneously. 
You can also have multiple sets of 
templates, each in their own lan-
guage. We found that one of our 
test PCs, which had the English-
language version of Office 2007 
installed, automatically had the 
English Office toolbar installed.
 You can choose between pur-
chasing a web client or a Win-
dows client for each individual 
user. The price is the same and 
functionality is very nearly iden-
tical. The advantage of the web 
client, which is based on AJAX, 
is that it can be used from most 
client platforms and browsers. We 
opted to concentrate on the tradi-
tional Windows client in our test. 
SuperOffice’s client program has 
won awards for its user interface, 
and it is rare for us to see such a 
polished and refined program. The 
program remembers everything 
you have done, and is exceedingly 
fully featured without appearing 
too busy or untidy. The most com-
monly used lists of options pop up 
next to their icon without opening 
a separate window. The most used Program Microsoft 

Dynamics CRM
Microsoft 

Dynamics CRM
SuperOffice

Edition Workgroup Professional SIX

Version 4.0.7333.151 4.0.7333.151 6.2.01.550

Basic price – server 20 200 13 200 23 000

Maintenance  –  server 4 400 3 400 4 140

Price per user 5 users in  
server price

6 600 5 800

Maintenance per user 5 users in  
server price

1 650 1 044

– mandatory? First two years First two years No

– incl. user support? Yes Yes Yes

Supplier Microsoft  
Norge AS

Microsoft  
Norge AS

SuperOffice AS

Phone 23 500 500 23 500 500 23 35 40 00

Web microsoft.no microsoft.no superoffice.no

Price for 5 users, 3 years 33 400 81 150 80 080

Price for 10 users, 3 years Max. 5 users 138 900 124 740

Price for 20 users, 3 years Max. 5 users 254 400 214 060

(All prices exdude VAT.)

factbox

Program Microsoft 
Dynamics 

CRM

Microsoft 
Dynamics CRM

SuperOffice

W
ei

gt
h-

in
g Workgroup Professional SIX

Ratings

Getting started 8 4,5 4,5 3,5

User-friendliness 20 4,8 4,8 5,8

Functionality 10 5,5 5,5 5,5

Expansion options 10 5,0 5,8 5,8

Document register 12 5,0 5,0 4,5

Office integration 12 5,2 5,2 5,8

Sales overview 10 5,0 5,0 5,5

Workflow 10 5,5 5,5 5,0

Price 8 5,0 3,0 3,5

Total rating 100 5,0 5,0 5,1

Ratings
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items in the list are displayed and 
you can search for what you are 
missing. The user interface con-
sists of two levels. In other words, 
you get just a single sub-window 
in addition to the main window. 
While you are working in the sub-
window, you still have access to 
the main window if you just want 
to check something. You can 
drag the sub-window to one side, 
and it won’t disappear because 
it always stays pinned on top of 
the main window. One practical 
feature which is very impressive is 
the option of changing the back-
ground image or changing the 
colour of the customer in specific 
situations. SuperOffice puts up a 
picture of an angry baby on the 
company card of especially troub-
lesome customers.
 SuperOffice can be used as it 
is, as soon as you have installed 
it. You can just go ahead and use 
it, and all the most common fea-
tures and reports are included by 
default. Sales forecasts are easy 
to obtain without any configu-
ration. However, it is important 
to take into account the fact that 
you need to pay extra for things 
like the report generator and links 
to your accounting system. Inte-
gration with Microsoft Office and 
Lotus Notes is included as stan-
dard.
 Nevertheless, all the integra-
tions available are one of the 
strengths of SuperOffice. There 
are ten companies in Europe 
working exclusively on creating 
integrations for SuperOffice, and 

the integration with Microsoft 
Office 2007 is more advanced 
than Microsoft’s own. SuperOf-
fice Ribbons extends the ribbons 
in Word, Excel and PowerPoint 
with a separate tab where you can 
display additional information and 

link to SuperOffice. In Outlook 
2007, which has not yet been 
given the new interface, there is a 
more traditional toolbar, which is 
also in older versions of Outlook.
 The partners have created inte-
grations for just about everything 

in the way of e-mail systems, 
accounting systems and docu-
ment systems. These integrations 
are of course not free of charge, 
but they are crucial for an actor 
like SuperOffice which doesn’t 
offer its own accounting or invoi-

cing system. The integrations can 
be added at every possible level. 
You can add buttons with func-
tions and new tabs everywhere. 
The entire main window can be 
placed into a tab to create new 
applications within SuperOffice.

– When all is said and done, no-one 
beats SuperOffice at user-friendliness.

n CRM is a broad concept, 
embracing everything from the 
very small systems such as Ajour 
up to the heavyweights such as 
Microsoft Dynamics CRM and 
SuperOffice SIX. Many compa-
nies already have CRM functiona-
lity in their accounting system. If 
you already have CRM, then use 
it; the potential for creating order 
out of chaos is enormous.
 Ajour Office Komplett is a very 
inexpensive program, but it is 
best suited for use as a single-user 
version or for a small group. You 
wouldn’t want to go for Ajour 
Office if you hadn’t had a CRM 
system before, but the CRM 
module is a useful add-on to an 
otherwise usable accounting 
system.
 The next group contains 

24SevenOffice and Mamut. Both 
of them are so-called turnkey 
solutions which have few options 
for customisation and have to 
be used as they are. 24Seven-
Office offers a good balance 
between user-friendliness and 
useful functionality. The program 
includes simple and practical 
sales functions and an elegant 
way of linking companies and 
contacts. Mamut provides a good 
overview of your customers, but 
loses out against 24SevenOffice 
by being more long-winded in 
the sales process. On the other 
hand, Mamut has a much lower 
multi-user price. If you are already 
using Mamut or 24SevenOffice 
for your accounting, that is what 
you will also want to use for CRM. 
This is because the integration 

with accounting data is extremely 
useful and labour-saving.
 The battle is between the two 
large systems. Microsoft has the 
advantage of including a report 
generator, table tool and work-
flow generator in the program. 
They also have good installation 
routines. SuperOffice is not so 
easy to extend or integrate your-
self, but there are solutions for 
everything. When all is said and 
done, no-one beats SuperOffice 
at user-friendliness. The key thing 
here is that the program is actually 
so elegant that users will have no 
reason not to use it. If not all users 
follow up, the program will have 
difficulty living up to its potential. 
SuperOffice makes the job effici-
ent and tidy. And for this reason, 
SuperOffice is ‘best in test’.

Our Choice

Integration with Office is not limited to Outlook, as shown by this English edition of Word. 

 One of the most powerful fea-
tures is that the entire client can be 
scripted. This is how SuperOffice 
integrates its workflow mecha-
nisms. This includes powerful 
functionality right up there with 
Microsoft’s. You can experiment 
with this yourself by downloading 
one of a number of sample scripts 
from SuperOffice’s development 
site and editing it. It does however 
require a good deal of experience 
to adapt it to a large organisation. 
It is at this level that you will need 
to use a partner to customise the 
solution to your business. Super-
Office can be used out of the box, 
but there are practically no limi-
tations to scaling it up if the need 
arises.
 SuperOffice requires access to 
a database engine that has to be 
purchased if you require anything 
more powerful than SQL Express. 
You then need to purchase the 
SuperOffice Netserver server 
module. You then have to buy a 
client licence for each user. This 
doesn’t include the client program 
itself, which also has to be purcha-
sed for each user. You can choose 
between a Windows client and a 
web client, or you can buy both 
if the user is to have a choice. On 
top of these are the costs for any 
add-on modules from SuperOf-
fice or one of its partners.


