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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 product s 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  

mailto:sales@c2software.com


 

     © 2017 C2 Software Limited Microsoft Dynamics 365 Overview 

 

What is Dynamics ? 
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 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. 

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 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.   

 

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 s tream  
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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 Automatio n 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



