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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 conta ct sales@c2software.com
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Microsoft Dynamics 365 is a combined Customer Relationship Management (CRM) and

Enterprise Resource Planning (ERP)otution, 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 impro ve 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.
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Dynamics 365 is built on a number of key pillars:

Contact & Account Management
Sal es

Mar keti ng

Cust oSweerrgei c e

Field Services

Project Service Automati on
SockEmdgement
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Contact & Account Management
Teamsneed 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 classtools to manage
processese.g. Referral,but provide this acrossdevices with full integration with tools such as
Outlook, Excel, SharePoint, Skype for Busness (Lync), Yammer and Skype. The seanless
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integration between Dynamics 365, Office 365 and Power BI (for indepth reporting and data
analysis) helps drive organisational productivity.

ACCOUNT

GDI =

Summary

ACCOUNT INFORMATION

§2255IGN @ EMAIL A LIN

Xonee B

POSTS ACTIVITIES NOTES OMENOTE

Ownership Anaual Revenue No. of Employees
Pubic £1,000,000,000 12000

Primary Contact
Vincent Lauriant

Azcount Mame GDI Er POST
Phon +86-23-4044-0100 Both Autoposts User pasts B Email com
86-23-4444-101 @ Procuctauestion {, Business
ttge/ v aciatum.com &8, | Case Oosed Account A Datm
. On Prosiu _
02/09/2015 113 CONTACTS +
ApATu Ri d Se LIKE | REPLY
equired Service x Full Na Email
A GDI s proud to be the brand knawn for products that help s - © Aceount A Dam al Name mal
people enjoy their ives. Vincant Leuriant viaurizn@adatum.com
A GDI provides you with 2 wide selection of products both in
our stores and oniine . You'l e selections of consumer .~ Oparating manual required
electranics, desktops, noteb boaks, and all the L o ccount A Dsm
‘accessories 1o go with them. HUGE sslection of o4 ; oot . -
HDTVs, DVD 2nd Blu-Ray plz ; Home Theater Systems, ﬂ,?ﬂuPiﬁg"?‘
GBS Players. Digital Cameras, Hi-Def Camcorders. Digital Ficture OB/ 1 _
Frames and so much more! Plus, we have 2 greatly expanded _ Personal Electronics RECENT OPPORTUNITIES +
selection of computer camponants, ke computer cases, < Opportunity for Account A Datum: £3712000.00. Congratulations —
matherboards, memary and processors — al the things o p\‘; iy or Account A Dt 3,713 00000, Congratulstiens Topic Status 1 Actual Cose_. Actual Revenu
upgrade your current system, or build your own, = Bersonal Elsctronice Open
In addition to our incredibly low prices, we offer worid-class _ | Home Appliances Home Applances. Open

Active

online content designed to provid you with the in-depth
knowledge you need to maks informed buying decisions. Our
site features hundreds of professionally produced videos, dose-
up phatographs of each item, product raviews by customers,
and countiess aducstional articlas written by experts in the
computer & electronics industry. You can expect fast shipping
times from our warehouse — we xpect that more than 90% of
our orders will be shipp=d from our warehouse the same day
you place your order. Our goal & your 100% satisfaction:

WP, | o sitrorston won OpporuntyforAccount . D 1235400000 Congraaions

_ | Some interest in our JJ line of products

W, | GE saminisiator won Opport
©On Some t in our 1) line of produs
02/09/2015 11:37

A Datum: £732,000.00. Congranulations!
all

lllustration: Account (Organisation) form in CRM with full Activity tracking (Phone calls, Appointments e tc.)

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.

Annual Revenue

A\pine Ski House -=

Private £483,000,000.0 6,100 & Kellykr
Summary =
ACCOUNT INFORMATION POSTS ACTIVITIES NOTES ONENOTE Primary Contact
Cathan Cook
unt Name * Alpine Ski House
Phone +43-1-12345-0 Both Auto posts User posts B em Cathan@alpineskihouse.com
fox 431123450 Delivery never arrived % Business 555-0158
http://www.alpineskihouse.com .‘,'{ ‘ ,sed by CIE Administrator for Account Alpine
CONTACTS +
Tic APSK
K B Full Name 4 Email
Description Alpine Ski House grew out of a small -} ‘“”."‘9 .
company making ski jackets in our Alpine SkiHe ! > congratuiate Hiel Cathan@alpineskihouse.c.
basement. Today, we are the top choice
of winter sports apparel for professional
athletes and enthusiasts around the
world. For us at Alpine ski house, our love Delivery n ved
of wild and beautiful places translates JB | ey naver drhe . X
into apparel that helps you enjoy them in & | Case:Created by CIE Administrator for Account Al
comfart. On arrived's wa
11:06 RECENT OPPORTUNITIES +
ADDRESS '~ Contact information requested T N
5 Case: Created by Ad ator for Account Al
Am Euro Platz 0101 | On Contact information requested's wall Computers Open

A-1111 Vienna 12/09/2015 11:0¢
Austria \corporating home appli.. Open
o~ Contact information requested
85 Case: Reactivated by CIE Administra 02/09, 5 11:06.
-

L. Open

_ Computers

Ry i Croted by e Admisrtor o Acont

lllustration of a typical Account form
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4 new  [§oeacTvate 83 CONMECT -+ [MADD TOMARKETING ST S$BASSIGN eSEMAILAUNK X DELETE (O CREATEINVITATION @ CHANGE PASSWORD  »=« + ¢ X

Cathvan Cook -

& KellyKre

Summary

CONTACT INFORMATION POSTS ACTIVITIES NOTES Company

. . - T & Alpine Ski House
Al - dd Phone Call \dd Tas| wne [
Full Name* Cathan Cook I = | AddPhone Call - Add Task
)b Title Purchasing Assistant ot RECENT CASES +
unt Name B Alpine Ski House L tor

Email Cathan@alpineskihouse.com Modified by CIE Administrator 22/10/2015 15:4

Business Phone 555-0158

Mobile Phone - ‘." Scher omer. Captured preliminary customer and product in

Fax - Completed by CIE Administrator 02/09/2015 11:46

Preferred Method of ¢ Any Cathan Cook

Address Clerwood House ‘:‘ Diagnosed and created a list of issues. Created follow-up activities. Generated email using the.

96 Clermiston Road Completed by CIE Administrator 02/09/2015 11:46
Edinburgh EH12 6UT
RECENT OPPORTUNITIES +
Clormiston } . is fo
14
raigs
T e © 2017 HERE  © 2017 Microsoft Corporation
ENTITLEMENTS. +
dtlement Name 4
Active ¥ 3 H

lllustration 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 reassociated 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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Sales Activity Dashboard

Sales KPls A
Sales Pipeline Percentage Achieved Leads by Source
OpenOppartunities et Fpen e
100 b S i v
Goal for Q3 2014 I Hz-:a for Q1 2014 § .
Top Oppertunities Top Customers
OpenOpportunities Won Opportunities
Phone:
I
I
Ham, I
I
ee—
outer:
lllustration: Sales Activity Dashboard in Dynamics CRM
Managing Leads & Opportunities thr

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 al be stored and accessed in Dynamics 365 via SharePoint integration.

©
v Qualiy + Develop Propose (Active) &[> NextSage
# Identify Sales Team completed « Present Proposal
« Develop Proposal completed Discount
« Complete Internal Review completed Approval Required?

lllustration of a typical Sales
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Process with Stage Indicator
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T [ RECALCULATE OPPORT FORM 3 PROCESS * @B ASSGN o EMALAUNK i DELETE  »o» v @ OX

£3,140,000.00 In Progress a Diane Pre t

CO m pute T’S . ;;:/1(;,::1;”0 Est. Revenue Status U-‘mn-'

[ Quaity i) P Dawop p Propoe  F Cee | NeuSug |

Cathan Cook £3,140,000.00 Capture Summary click to enter
t Alpine Ski House Individual
Timeframe This Year mark comp
Summary
Topic * Computers POSTS ACTIVITIES NOTES ONENOTE
Contact Cathan Cook All « | Add Phone Call  Add Task  ses First Name * Cathan
Account Alpine Ski House Last Name * Cook
Purchase Timeframe This Year We didn't find any activity records. B Email Cathan@alpineskihouse.com
Currency Punt Sterling y DU L. Mobile Phone
Budget Amount £3,140,000.00 B company B Alpine Ski House
Purc Individual
20 STAKEHOLDERS +
Name Role
No stakeholders found
Current Situation
Customer Need
. SALES TEAM +
Name 4 Role
Mo sales team members found.
Proposed Solutian -
Open n

lllustration of a typical Opportunity form

Pl anning & Capturing Customer Act
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 staffto 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.

POSTS ACTIVITIES NOTES ONENOTE
All + | Add Phone Call  Add Task

Cathan Cook
€ PLease call this customer to see how .

Modified by CIE Administrator 22/10/2015 15:45

CIE Administrator
B 297082015 1425

Vincent Lauriant
€ | Checked customer and product information. Created follow-up activites. Generated emal usi.
/2015 13:47

Completed by CIE Administrator 29/

Marco Tanara
t" Scheduled an appointment with the customer. Captured preliminary customer and product in..

Completed by CIE Administrator 02/09/2015 11:46

Cathan Cook
t" Diagnosed and created a list of issues. Created follow-up activities. Generated email using the.

Completed by CIE Administrator 02/09/2015 11:46
@  CaseResolution: Problem Solved
&8, ltem delivered and customer satisfied
Completed by CIE Administrator 02/09/2015 11:44
P Check the delivery status
v

Diagnosed and created a list of issues. Captured preliminary customer and product informatio.

Completed by CIE Administrator 02/09/2015 11:38

lllustration of a typical Activity s tream
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Pl an & Execute Leading Marketing Cc¢
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) an 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.

Cust ome-DrCaree |l mproved Customer Ser
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. iese requests can be pioritised 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 365can escalate

and route issues gopropriately.

Customer service appointments and management of staff and resources are allprovided 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

Average order shipment time = e [ ey pi.
T T

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

Microsoft Field Service delivers advanced scheduling, resouce optimisation and mobile
enablement capabilities to keeping the customer at the centre of the business. Feld 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 Serviceimproves 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, warrantis and installed products across customers, geographies
and locations. Field Serviceprovides the ability to manage people and equipment with flexible
scheduling options that accommodate both customer service representatives and dispatchers.

Dynamics 365 Field Service
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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 Automati on

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, re®ourcing, delivery and billing for
teams. Project ServiceAutomatio n enables people, processes and technology together that aims
to empower teams to complete projects on time and on budget.
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