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Introduction  
Microsoft Dynamics 365 can help reduce costs and increase efficiency by  organising and 

automating business processes that nurture client relationships and satisfaction across sales, 

marketing and service delivery. Dynamics 365 solutions can deliver return on investment (ROI) 

through improved staff efficiencies, staff empowerment, customer engagement and 

enhancements to client products and services.  

This paper looks at the features that are available and how these can transform your 

organisation. 

This document is based on the Customer Immersion Experience examples. 

For more information, please do not hesitate to contact sales@c2software.com  

mailto:sales@c2software.com
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What is Dynamics 365? 
Microsoft Dynamics 365 is a combined Customer Relationship Management (CRM) and 

Enterprise Resource Planning (ERP) solution, that enables organisations to: manage their 

account and contact relationships, improve sales processes, market smarter, and drive 

customer service. It provides social insights, business intelligence, and integration with other 

Microsoft solutions to improve productivity. Microsoft Dynamics 365 is available in the cloud, 

on-premises, or with a hybrid combination.  

Accessing information anywhere and on any device 

Microsoft also offer mobile apps and platforms that enable you to manage your customer 

relationships on your mobile devices, along with tools that integrate data and reporting from 

social media directly into your CRM application. 

Dynamics 365 Explored 

Dynamics 365 is built on a number of key pillars: 

 Contact & Account Management 

 Sales   

 Marketing 

 Customer Services 

 Field Services 

 Project Service Automation 

 Social Enagement 

Contact & Account Management 

Teams need to be responsive to client requirements and be informed of all communications 

and interactions with the client. Dynamics 365 provides the tools to be able to easily track 

information on all individuals and organisations that you interact with. In addition, technology 

needs to make it easy for all staff involved in a process to be able to communicate and 

collaborate.  

The features in Microsoft Dynamics 365 provide not only a best in class tools to manage 

processes e.g. Referral, but provide this across devices with full integration with tools such as 

Outlook, Excel, SharePoint, Skype for Business (Lync), Yammer and Skype. The seamless 
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integration between Dynamics 365, Office 365 and Power BI (for in-depth reporting and data 

analysis) helps drive organisational productivity.  

 

Illustration: Account (Organisation) form in CRM with full Activity tracking (Phone calls, Appointments etc.) 

In terms of Accounts this can cover the organisations and businesses that you interact with. This 

can include customers, suppliers, partners, media etc. The flexible ability to surface related records 

on forms allows sales staff to quickly understand what is happening with client accounts and the 

relationships with other records e.g. connections between contacts.   

 

Illustration of a typical Account form 
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Illustration of a typical Contact form 

Contacts can be associated with an Account and the record tailored to the business e.g.  

Interests for events, preferences, etc. Contact records can be re-associated with other Account 

when someone moves, ensuring that a full contact history is maintained.  

Sales Processes 

Dynamics 365 makes it easy for sales staff to keep track of all their Leads and Opportunities, 

managing them through a sales process that is specific to the business and the type of 

opportunity. This combines with goals and dashboards to ensure that sales staff and 

management can instantly report on sales performance.  
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Illustration: Sales Activity Dashboard in Dynamics CRM 

Managing Leads & Opportunities through a Tailored Sales Process 

Leads and opportunities can be managed through one or more defined sales processes that 

are tailored to the specific requirements of the business. These stages can also be linked to the 

sales probability, automatically driving the sales pipeline and forecasting figures. 

Leads and Opportunities can be used to track enquiries and all relevant activities and 

correspondence can be associated with the Opportunity record. Supporting documentation 

can also be stored and accessed in Dynamics 365, via SharePoint integration.    

 

Illustration of a typical Sales Process with Stage Indicator 
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Illustration of a typical Opportunity form 

Planning & Capturing Customer Activities 

The interactions with customers can be captured within Dynamics 365. It is critical to the 

success of a CRM solution that it is easy for staff to create and complete these tasks. Dynamics 

365 support for creation and tracking of these Activities through Outlook and mobile apps 

ensure that staff can create these, without changing their working practices.    

 

Illustration of a typical Activity stream 
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Plan & Execute Leading Marketing Campaigns 

Dynamics 365 allows staff to plan and execute marketing and communication campaigns. 

Marketing lists are supported on specified criteria (e.g. Contacts in London who have not been 

contacted in the last six months), for leads, accounts and contacts. These marketing activities 

(e.g. sending email) can be executed directly from Dynamics 365, or can be delivered through 

one of the many leading email marketing products that integrate with Dynamics 365.  

Dynamics 365 can also be integrated with leading email marketing solutions. We have 

experience of integrating MailChimp with Dynamics 365 and have a cost effective solution at: 

http://www.powerobjects.com/powerpacks/powermailchimp/    

Find out more about marketing in Dynamics 365:  

http://www.microsoft.com/en-gb/dynamics/crm-marketing.aspx.  

Customer Care - Drive Improved Customer Service 

Dynamics 365 provides the platform to facilitate great customer service. With Case 

Management provided as a core feature it provides a flexible framework for dealing with client 

(or staff) questions, issues and requests. These requests can be prioritised and managed within 

Dynamics 365, via queues and workflows, ensuring the right people are alerted at the right 

time. If you are in danger of missing your service level agreements, Dynamics 365 can escalate 

and route issues appropriately. 

Customer service appointments and management of staff and resources are all provided as 

standard in Dynamics 365, including a full resource booking calendar, with Outlook integration. 

Find out more about customer care and service in Dynamics 365:  

http://www.microsoft.com/en-gb/dynamics/crm-customer-care.aspx  

 

Illustration: Case Screen with resolution flow, used for queries, issues, complaints etc. 

http://www.powerobjects.com/powerpacks/powermailchimp/
http://www.microsoft.com/en-gb/dynamics/crm-marketing.aspx
http://www.microsoft.com/en-gb/dynamics/crm-customer-care.aspx
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Field Service 

Microsoft Field Service delivers advanced scheduling, resource optimisation and mobile 

enablement capabilities to keeping the customer at the centre of the business. Field Service offers 

advanced analytics with machine learning capabilities, which allow organisations to move from a 

costly break-fix model to a never-fail service model. 

Field Service improves customer satisfaction through service delivery and inventory management 

that features flexible service schedules that can be recurring if needed. Field Service enables 

accuracy of service contracts, warranties and installed products across customers, geographies 

and locations. Field Service provides the ability to manage people and equipment with flexible 

scheduling options that accommodate both customer service representatives and dispatchers. 

 

Illustration: Field Service Dashboard, filter map view and schedule board 

Find out more about Microsoft Field Service in Dynamics 365: https://www.microsoft.com/en-

us/dynamics365/field-service  

Project Service Automation 

Project Service Automation for Microsoft Dynamics 365 is an end-to-end service that provides 

staff with a single system of engagement for project sales, resourcing, delivery and billing for 

teams. Project Service Automation enables people, processes and technology together that aims 

to empower teams to complete projects on time and on budget. 

https://www.microsoft.com/en-us/dynamics365/field-service
https://www.microsoft.com/en-us/dynamics365/field-service
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Microsoft Dynamics 365 for Project Service Automation automation helps to estimate, quote, and 

contract work when planning and assign resources and enhances team collaboration to capture 

time, expense, and progress data for real-time insights and accurate invoicing. 

 

Illustration: Project Service Automation of project effort tracking of estimated hours 

Find out more about Microsoft Project Service Automation in Dynamics 365: 

https://www.microsoft.com/en-us/dynamics365/project-service-automation  

Social – Listen, Gather & Act 

Enable your staff to monitor social media and identify social media posts about the 

organisation or partners. Microsoft Dynamics Social Engagement allows you to track online 

sentiment (good and bad) and see who is enquiring or talking about your organisation. This 

also extends to customer service with social media posts easily converted to Cases, ensuring 

they get addressed via established processes.  

Dynamics 365 also includes Yammer (part of Office 365) integration as standard. This ensures 

that staff can collaborate easily on CRM records e.g. Referrals  

Find out more about the Social features of Dynamics 365: http://www.microsoft.com/en-

gb/dynamics/crm-social.aspx  

https://www.microsoft.com/en-us/dynamics365/project-service-automation
http://www.microsoft.com/en-gb/dynamics/crm-social.aspx
http://www.microsoft.com/en-gb/dynamics/crm-social.aspx
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Illustration: Social Engagement – pulling in information from a range of social media and web sources. 

Allows monitoring of clients, brands and organisations 

 

Extending & Integrating Dynamics 365 

Microsoft Dynamics 365 is much more than just a fixed CRM tool; it is a platform to help 

automate all aspects of the organisation. A key advantage is that it can be tailored to deliver 

many business solutions. As such Microsoft Dynamics 365 is an XRM (Anything Relationship 

Management) platform.  

The flexible nature and open API (programmers interface) also means that Microsoft Dynamics 

365 can also be integrated with other open systems e.g. finance solutions.  

Dashboards & Reporting 

Dynamics 365 provides a powerful set of business intelligence tools to help ensure that the 

data captured in Dynamics 365 can provide insights for the business. This could be used to 

report on tenders, activities meetings etc.  It could also be used to produce accurate 

information for board meetings.   

Flexible Dashboards 

Dynamics 365 provides a range of dashboards out of the box for Sales, Marketing and 

Customer Service. In addition, it provides a framework to create both company wide and 

personal dashboards to help staff monitor and deliver against their goals.  
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Dashboards can include graphs, charts, lists and content from external sources. These 

dashboards are also interactive allowing users to drill down into the data e.g. show age of leads 

at a particular sales stage. 

 

Illustration of a built in Sales Dashboard 

 

 

 

 

Reporting Engine 

A number of reports are provided as standard including Sales Pipeline, Sales History, Lead 

Effectiveness, Customer Service etc. These provide powerful analysis tools as standard. In 

addition, a report wizard allows non-technical staff to create and manage their own reports. 

This ensures that staff can explore and analyse the data, without reliance on the technical team.  
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Illustration of a built in Sales Pipeline Report – Grouped by Date 

Graphs & Charts 

Graphs and charts can be created easily, without the need for technical skills. These charts and 

graphs can be applied to any view in the system allowing easy comparison between data sets.  

 

Illustration of a typical View/Graph combination 

Power BI 

Power BI is a separate service from Microsoft that complements Dynamics 365. Power BI allows 

data to be explored in real time and pulls dashboards together from multiple data sources e.g. 

CRM, ERP, databases, Google Analytics, Email Marketing etc. A Dynamics 365 connector is 
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provided as standard to allow sales data to be explored.  

 

Illustration of a typical Power BI Dashboard 

Accessing Dynamics 365 from any Location on any Device  

Dynamics 365 provides mobile and tablet apps for all major platforms e.g. iOS, Android and 

Windows. These apps are fully featured e.g. includes dashboards, and are provided at no 

additional cost. This ensures that staff can access Dynamics 365 from any location and reflects 

the mobile nature of today’s workforce.  

 

Illustration of the Dynamics 365 Tablet App 
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About C2 Software 
C2 was formed in 1997 by an experienced team of business-orientated professionals. We are 

Business Transformation experts focussing on Microsoft solutions for Dynamics 365 and 

SharePoint Online.   

We are a Microsoft Certified Partner and we provide services to numerous prominent clients 

throughout the UK. Our business understanding enhances productivity, customer self-service, 

business automation, business intelligence and customer care.    

There are over 20 employees within C2 and our team are specialist software engineers and 

consultants. We have a proven reputation for delivering innovative SharePoint, Dynamics 365 

and web CMS based solutions. We specialise in the following which aligns to the Microsoft 

Technology Stack: 

 Microsoft Dynamics 365 (CRM) Implementations 

 Web Development and Web Content Management (SharePoint & Microsoft Web 

Portals) 

 Power BI 

 Systems Integration (e.g. Office 365, SAP Business One, Sage) 

Accreditations 

As an organisation we take our accreditations very seriously and we strive for continuous 

improvement. As such we have invested in training and certification. Our current certifications 

include: 

 Microsoft Network Partner  

 Microsoft Dynamics CRM Certified Solution Advisor (certifications): 

 Dynamics CRM Customisation & Configuration 

 Dynamics CRM Implementations 

 Dynamics CRM Installation & Deployment 

 Dynamics CRM Sales & Pre-Sales  

 Dynamics CRM Pre-Sales 

 Sure Step Methodology - methodology for managing Dynamics implementations 

 .NET Development 

 ISO 9001 (Quality) Accredited  

 ISO 27001 (Information Security) Accredited SO 14001 (Environmental) Accredited 

Investors in People Accredited 
 


