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Unlock Customer Insights with
Dynamics 365

Harness the Power of Data for Enhanced Customer
Relationships




Hi!

I'm Stuart Starforthl,
I’'m Colin Bell!
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What we'll cover

1. Why is Customer Data hard to manage?

2. What is Customer Insight — Data and it's Purpose
3. How can Customer Insights - Data help?

4. What's Exciting (Unify, Segments, Co Pilot)

5. Your data, your preference
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Why is Customer Data hard to manage?

Fragmented Data Lack of extraction Unable to Collate

A mere 13% of 47% of consumers 63% struggle to pull
Organisations have a cited a difficulty in all their source data
high level of extracting data from together effectively
understanding of their source systems as

customers data their biggest
challenge
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' What is Customer Insights - Data?
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What is Customer Insights - Data?

Whatis it?

What is its purpose?

Microsoft Dynamics 365 Customer
Insights is designed for businesses
across various industries that aim to
enhance customer engagement, drive
loyalty, and improve business
outcomes.

Microsoft Dynamics 365 Customer
Insights is a cloud-based customer
data platform designed to help
businesses gain a 360-degree view
of their customers by unifying

data from various sources such as
transactions, interactions, and
demographics. It caters to organizations seeking to
leverage their customer data to
deliver personalized experiences,
improve marketing effectiveness, and

Increase customer lifetime value.
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Seamless Integration

* Microsoft Dynamics 365 &
Sapd

4 3
+ Microsoft A _ \ =
Icrosoft Azure = ; lﬂ 2 . ; l) : i
[]: B m— I _ » B
Apps Azure Data Factory Azure Data Lake Azure Synapse Power BI
5QL Serverless

« Adobe Experience Platform T
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Security and Compliance

Overview of security measures and compliance
standards adhered to by Customer Insights:

« Data Encryption
* GDPR Compliance

e SOC 2 Certification




Understanding Dynamics 365 Customer
Insights & how it can help?
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Understanding Dynamics 365 Customer Insights

Customer Insights is a robust customer data platform (CDP) designed
to aggregate and analyse customer data from various sources.

Customer Insight — Data, allows you to capture and collate data to
formulate a proactive plan to drive revenue growth from existing
clients whilst allowing you to analyse base performances

In September 2023, Customer Insights and Marketing were
amalgamated into one license.
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How can Customer Insights — Data help?

* Enable streamlined data collaboration
« 360-degree view of client data

* Key insights into client engagement and
their peaks and troughs

* Al-Powered Insights
* Predictive Analytics

* Potential to increase Revenue and
decrease costs

* Enables Automated marketing campaigns S;}:
from the data provided
tecman .'
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' Know your Customers
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Get better customer views

Dynamics 365 | Customer Insights - Data

Unify transactional,
demographic, and
behavioural data with
Al-powered identity
management for a
holistic view of
customers.
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A Home

| " Customers

& Data
Data sources
Unify
Enrichment
Activities
Tables
Exports

@ Insights

3 Settings

¢~ Back to Customers [E1 Profile add-ons

Abbie Bonam

al

Richmor ornia, USA

e ‘ Last activity: 9,

023 11:30PM

S =
Customerld 00301c483b002b63c08c20e5fd96340a
FirstName Abbie
LastName Bonam
Gender Female
DateOfBirth 1/5/1981
Telephone 839.710.8555x546
EMail Abbie_3432@relecloud.com
Address 929 John Green,
Richmond, California 24441
USA
Additional fields
Interest False

Customer_Modified 10/28/2022, 10:41 AM (UTC)
Ids

Dynamics: Contacts
Contactid CNTID_3519
Contactld_Altern CNTID_3519
POS: Customers
Loyaltyld LOYID_3519
Loyaltyld_Alternate  LOYID_3519

Activity timeline < Filter
1 Cases 51 EmailActeaty 10 OnlinePurchases
9 ‘ ‘
9 POSPurchases 1 Subscriptions 3 WebsiteReviews

SEP 2023 ~ 1 Bydate

Website visit - 5 min ago REAL TIME

http wovi.contosocoffee.com/home

Website visit - 3 min ago REAL TIME
http

wiw.contosocoffee.co

Website visit - Just now
http:
produ

wwe.contosocoffee.co
/pg1000pro

Aug 2023 (14)

Jul2023

Jun 2023 (1) -

Opened - 6/1/2023
nform about nes

May 2023 () ~

80 - 5/29/2023

null

Apr 2023 (1)

Churn Risk Total Online Spend

Last updated a year ago Last updated a year ago

L 0.97 L 11K

Number of Online Purchases
Last update

k2 10

Interest SoV for customers like Abbie Bonam (0]

Teo NN
Non-Alcohol _—s—0-———
Coffec
Sports Drin )
Juice I
0% 10% 20% 3% 40% S0%

Brand Sov for customers like Abbie Bonam ®

Ounkin' 0o, N
Caribcu Cof... I

Starbucks
Peet’s Coffee  I—_—
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Enrich data and predict intent

Customer Insights - Data

=+ Add enrichment

EnriCh prOfileS & Home Enrichment (preview)
with diverse data - Supplement your customer dats wth data from extera soures incuding ikrossft 804 other pertners.
sources, including  “

intelligence, and | e it ol B oL e « -

Discover My entichments

nbutes mcluding company size,

WS,

Enrich my data Enrich my data

u n | O C k p red i Cti O n S fictriibes finuse 0 available Enrich my data ¢ 10 available 10 available

. h . | Tables
W I t p re b u I t Al Exparts =- mses =. E.I::a!:.l_cn?:-lf?fr]-p-any data w .\Loca,tlc::: ———
m O d e | S. Q Insights R t, and standardize the formatting of your rdize company records in your

& Settings Bt
Enrich my data vuse 10 salatis Enrich my data . 10 awailable Enrich my data

1inuse 9 available

= a Secure File Transfer Protocol (SFTP) custom ...
Browide off

oft

n like standardized Impert your custom enrichment data securely throwgh SFTR,

1use W0 available

Enrich my data e 10 available | Enrich my data
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Create customer segments

iii  Customer Insights - Data

Sign up for trial

= ewing samg wito own d
o] > SRS
A C me
. r Segments
uild new (8 e
s Suggestions (preview) Insights (preview
Meas

segments or o R A i :
discover new .
audiences with Al 1 E——— T — " [P —
recommendations

that are : o 3 ‘ o
continually "
updated with real- -
time data.

L LifetimeValue is 38% above average i, LifetimeValue is 32% above average 2 LifetimeValue is 28% above average

8.7M members 9.2M members 12.7M members
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Respect consent and privacy

i1 Customer Insights - Data

If

€~ Back to accounts [ Profile add-ons

Add Conse nt data Contpsp Aclivit){ Timeilyir'u? " 5/ Filter
durl ng the (nn Home . 6 =
unification process | acouns

using automatic Coometd 416883 350l

data refresh to ool e B o

ensure that your . T

organization meets g 1 @ = v o 65 ngemers 3000
©

privacy and security
regulations.

d5789h43-dwsb-e35a-cfdee784

tid Acc 43257890872345

n . X = 7/10/2019. 410 PM (UT
3/21/1980
Femal 6 Call - 1472019, 10:52 AM (UT(
emale

1972019 ) PM (UT
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' Boost your productivity
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Get insights faster

Customer Insights - Data

If

Back to accounts 23 Profile add-ons

Discover insights

and quickly | C
understand |5 Accouns @
customer attributes D segmens —
with individual ke e
profile summaries Lo
using Copilot.

Contoso Activity Timeline 5/ Filter

1§ By date

Web -  6/13/2019, 452 PM (UTC

£ Data g ¢
Call - 6/13/2019, 501 PM (UTC Office 365 engagement Last 30 days

321 emails 211 emails 12

019
Patti Melendez o v
Primary en patt t \ Web - 7/10/2019, 410 PM (UT Outboun | g Number ¢
Primary phone 4 Website visit AINGs
of birtt 3/21/1980 s s

' Female e o PRSI

d5789h43-dwSb-e35a-cfdee784 oy

Contacts

78ye3492-3d5b-7893

tid Acc 43257890872345
Web - 1972019, 1052 AM (UTC
Charlie Owens Mobe

Primary ema

Durtt 09/8/1970
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Connected customer experiences across teams

i - v

Marketing Sales Service

Tailor real-time customer journeys and use Copilot to find new  Empower sellers with real-time leads, enabling personalized Identify customer issues proactively and provide agents with in-
insights, create audience segments, and produce personalized  interactions through Al-generated predictions and product depth customer profiles that help route cases and resolve
content. recommendations. issues faster.

CRM CONNECT 2024 tecman .'



IT'S DEMO TIME!
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' Real customer, real results
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Real customer, real results

CAMPARI
GROUP

“We're accelerating the visibility of consumer insights and
business intelligence.”

Chad Niemuth, Vice President Global IT, Campari Group

Products

o Dynamics 365 Customer Insights P Power Platform

CRM CONNECT 2024

LANK&CO

“| see that with Customer Insights and the use of Copilot we can
achieve great success and results by improving the brand.”

Madalena Albuquerque, Product Owner, Lynk & Co

Products

° Dynamics 365 Customer Insights p Dynamics 365 Sales

& Dynamics 365 Customer Service

N

NATUZZI

“Working with Microsoft Dynamics 365 enables us to deliver a
well-crafted experience and empower our entire global team.”

Antonio Achille, CEO, Natuzzi

Products

o Dynamics 365 Customer Insights o Dynamics 365 Sales
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Real customer, real results

W

“Once you bring different types of data into the mix, you can
understand more about people.”

Franco Segarra, Head of Innovation, Valencia CF

Products

o Dynamics 365 Customer Insights

CRM CONNECT 2024

—

“Personalized content with the
right tone is critical to
delivering fan engagement -
we are excited about how
Copilot will help enable high
impact content creation faster
than ever before.”

—Franco Segarra: Head of Innovation

Valencia CF

tecman .'



Valencia’'s story

' Microsoft
B Dynamics 365
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What are the advantages?

By implementing Microsoft Dynamics 365 Customer Insights, businesses can:

«  Gain a comprehensive understanding of your customers' preferences,
behaviours, and needs.

* Improve marketing campaign effectiveness through personalised messaging and
targeted segmentation.

*  Enhance customer experiences across all touchpoints by delivering relevant and
timely interactions.

* Increase your customer retention and loyalty by anticipating their needs and
addressing pain points proactively.

»  Drive revenue growth by optimising sales and marketing strategies based on
predictive insights.

«  Knowing more about your customers gives you the competitive edge.

tecman "



Questions & Answers 4
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Call to Action

Following the demo, we encourage you to: (

Reflect on the insights gained during the presentation and
how they align with your organization's goals and challenges.

Schedule a follow-up meeting or consultation with our team
to delve deeper into your specific use cases and
requirements.

Explore the online resources and case studies available to see
real-world examples of how businesses have successfully
implemented Microsoft Dynamics 365 Customer Insights.

Begin planning your strategy for leveraging customer data to
drive growth and improve customer experiences.
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