
Dynamics 365 
– ‘making it real’

Guy Riddle

Scott Wingett



Before Now

Dynamics CRM

• Sales, Service, Marketing

• Field Service

• Project Service Automation

• Social Engagement

Dynamics AX

‘Project Madeira’ 

Dynamics 365 for Sales 

Dynamics 365 for Customer Service

Dynamics 365 for Marketing 

Dynamics 365 for Field Service

Dynamics 365 for Project Service Automation

Dynamics 365 for Operations (Enterprise Edition)

Dynamics GP

Dynamics NAV

Dynamics SL

Dynamics GP

Dynamics NAV

Dynamics SL

Dynamics 365 for Financials (Business Edition)

• Portals

• Gamification

• Voice of the Customer

• Unified Service Desk
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Configurable end-to-end business processes for Dynamics 365 Sales

Features

Opportunity Management

Social Selling

Office 365 Productivity

Mobility

Account Management

Activity Management

Intelligence

Scenarios

B2B or B2C pipeline management

Stakeholder Management

Membership Management

Wealth Management

Donations and Fundraising

Grants Management

Loyalty Management



Configurable end-to-end business processes for Dynamics 365 Marketing

Empired support Marketo and ClickDimensions as strategic marketing platform providers partners. There are other Marketing platforms that integrate with Dynamics 365 additionally.

Features

Lead Management

Campaign Planning

Marketing Lists

Social Engagement

Intelligence

Enterprise Marketing*

Business Marketing*

Scenarios

Nurture marketing

Contextual personalisation

Omni-channel marketing

Progressive profiling

Event management

Web analytics



Configurable end-to-end business processes for Dynamics 365 Field Service

Features

Scheduling & Dispatch

Asset and Warranty Management

Service Agreements

Inventory Management

Resource Management

Customer billing

Dedicated Mobile App

Scenarios

Connected Field Service (IoT)

Traditional asset break/fix

Healthcare client management

Financial services on-the-road

Home services (car service, home maintenance)

Facilities booking



Configurable end-to-end business processes for Dynamics 365 Project Service

Features

Scheduling

Resource Management

Time & Expenses

Project Planning

Team Collaboration

Customer Billing

Intelligence

Scenarios

Business / Professional Services

Construction

Engineering

Legal

Accounting

Information Technology (internal & external)



Configurable end-to-end business processes for Dynamics 365 Customer Service

Features

Case Management

Self Service Portal

Agent Enablement (Unified Service Desk)

Integrated Social Engagement

Knowledge Base Management

Omni-Channel Communication

Intelligence

Scenarios

Employee Self Service (HR / Help Desk)

Customer / Partner Self Service

Complaints and Issues Management

Call Centre

Public sector citizen services

Claims management

Client care



Configurable end-to-end business processes for Dynamics 365 Operations

Features

Retail Budget Control

Procurement & Sourcing Warehouse Management

Supply Chain Management Transportation Management

Project Accounting Inventory Management

Human Capital Management Order fulfillment

Manufacturing Mobility

Financial Management (AR/AP/GL) Analytics and Reporting



Empower people to delight customers through an end-to-end view    

PROCESS

PERSONAS

Customer 

lifetime value

Pricing, discounts, 

taxation

Product 

availability

Order information, 

resource 

reservations

MANAGER

Payment 

history

Problems, Issues, 

Requests





Dynamics 365 — Intelligence built-in



Intelligence built-in today

Sales Relationship Insights Cross-sell / Up-sell
Product

Recommendations

Customer

Service
Knowledge Base 

Insights
Previous Case

recommendations
Customer Insights

Marketing Lead Scoring Intent Analysis Sentiment Analysis

Field 

Service
Preemptive Service Resource Optimisation

Project Service

Automation
Resource Optimisation

Operations Demand Forecasting Cash Flow Forecast
Predictive Sales and 
Inventory Forecast





DYNAMICS 365 BUSINESS APPS

Other data
sources

Microsoft 
AppSource

3rd PARTY APPS PURPOSE BUILT APPS FOR MY TEAM

Custom Apps 
by PowerApps

Compose Workflow 
by Microsoft Flow

OFFICE 365,
APPS & 

DASHBOARDS

PRODUCTIVITY









Dynamics 365
PowerApps/ Microsoft 

Flow

Power User / 
IT Pro

Systems 
Integrator / 
Developer

new



CONNECTOR

CONNECTORS

GATEWAYS

PowerApps

MSFT Flow

CUSTOM

Common 
Data Service
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Licensing – Teams, Apps, Plans

1

2

3

Users that can see everything in Read-Only 

and carry out a few key functions

Users that can use all the functionality of 1 

App only (e.g. Field Service or Operations) 

but nothing else of the platform

Users that can use a COLLECTION of Apps 

(PowerApps, Operations, Sales, Field Service)

Team Member

App User

Plan User



Enterprise Edition – Apps & Plans

DYNAMICS 365 FOR TEAM MEMBERS, ENTERPRISE EDITION

POWERAPPS FLOW

CURRENT CRM COMPONENTS

$

CURRENT 
CRM   + 
NEW APPS

PLAN 1 + 
OPERATIONS

$

CURRENT 
‘AX7’



Dynamics 365 Enterprise Plan 1

Sales & Customer Service Functionality

Mobile Offline

Social Engagement Professional

+

Field Service Functionality

Project Service Functionality

Social Engagement Enterprise

Voice of Customer

Gamification

AX Task User

PowerApps and Flow

+

10 GB storage + 5GB / 20 Full users (no cap)

Included non-production instance (no min)

Included Portal

Enterprise Plan 1 value ‘example’

CRM OL 

Professional

CRM OL 

Enterprise

Additional cost 

purchased 

separately

Additional 

minimum per 

tenant in CRM

All included in Dynamics 365 Plan 1

40% – 80%

additional value





Dynamics 365 – Sales and Service

Roadmap Update

Sales
Relationship

Insights
Unified business 

process
Gamification Mobile sales

Document
suggestions

Social

Service Portal
Customer 
Insights

Machine 
Learning

Connected 
Field Service

Scheduling
Optimisation

Project Service 
Automation

Platform Editable Grids
Dynamics 365 

App for 
Outlook

Backup and 
Restore

Data 
Warehouse

Office 365 
Integration

Cloud
migration
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Relationship Insights



Unified Process 
Designer

 Visual designer for 
Business Analysts

 Business process flows

 Task flows

 Portable business logic 

 Actionable rule-based 
recommendations

 Portable business logic 
collaboration across teams.



Gamification

 Participate in individual 
and team-based games

 Updated user interface

 Increased productivity, 
engagement, and 
performance as well as 
user adoption of business 
applications



Mobility



Document 
Suggestions

 Discover documents that 
are relevant to your 
current work

 Based on record similarity 
rules

 Copy the most helpful 
documents to your record 
repository



Social Engagement

 Auto tags and adaptive learning 
on tags 

 Chinese and Japanese sentiment 
analysis 

 Smart data sets 

 Instagram as a new source

 Automatically assign posts



Dynamics 365 – Sales and Service

Roadmap Update

Sales
Relationship

Insights
Unified business 

process
Gamification Mobile sales

Document
suggestions

Social

Service Portal
Customer 
Insights

Machine 
Learning

Connected 
Field Service

Scheduling
Optimisation

Project Service 
Automation

Platform Editable Grids
Dynamics 365 

App for 
Outlook

Backup and 
Restore

Data 
Warehouse

Office 365 
Integration

Cloud
migration



Portal

 Created via Admin Portal

 Choice of Portal ‘Types’

 Customer

 Partner

 Employee

 Managed via Admin Portal



Customer Insights

 Customer 360º

 Customer knowledge & 
interactions

 Pre-built integrations

 Bring your own data

 Build your own applications

 Insights for each business role



Machine Learning

 Auto-suggest of relevant 
knowledge articles

 Case topic analysis

 Cross-sell / up-sell 
recommendations

 First element of democratising 
AI



Connected Field 
Service

 Enabling any CRM entity to be 
IOT enabled

 Diagnosing and fixing issues 
remotely

 Automating the process of 
responding to service alerts

 Proactive service experience for 
customer



Scheduling 
Optimisation

 Automatically Schedule work to 
the most appropriate resources 
while optimizing to fit in the 
most appointments per day.

 Automatically scheduled for 
things like time travel, distance, 
or even service level agreement 
with a customer

 Schedule gets re-optimized in 
real time to ensure the field 
service is efficient



Project Service 
Automation

 MS Project integration

 Actuals integration with 
Dynamics 365 Operations

 Exchange booking 
integration



Dynamics 365 – Sales and Service

Roadmap Update

Sales
Relationship

Insights
Unified business 

process
Gamification Mobile sales

Document
suggestions

Social

Service Portal
Customer 
Insights

Machine 
Learning

Connected 
Field Service

Scheduling
Optimisation

Project Service 
Automation

Platform Editable Grids
Dynamics 365 

App for 
Outlook

Backup and 
Restore

Data 
Warehouse

Office 365 
Integration

Cloud
migration



Editable Grids

 In-Grid editing of records

 Web client and Mobile

 Home-grid or sub-grid level

 Navigate using keyboard or 
mouse

 Configurable business logic



Dynamics 365 App 
for Outlook

 Enhanced user interface

 One-click Track and Set 
Regarding

 Display Dynamics 365 data 
when composing e-mails

 Outlook App for Mobile*

* CRM Online and Exchange Online only



Backup and Restore

 Daily System Backups

 On-Demand Backups

 Restore from Backup

 Delete Backups



Data Warehouse

 Replication of data to 
customer owned stores

 Supports variety of data 
stores

 Full fidelity replication

 Visibility & diagnostics

 Data recovery, reset & 
rebuild



Office 365

 Associate to existing group

 Auto-update group 
membership 

 Guest-access scenarios



On-premises to 
Cloud migration

 Guided Process to move to 
CRM Online

 Mechanism to bring CRM 
on-premises database to 
Azure as a staging area

CRM 
Online

On-Premise

CRM
CRM on 

Azure



Future Roadmap

 http://crmroadmap.dynamics.com/

 New Dynamics 365 Roadmap site 
in Q2 FY17 to incorporate both 
Dynamics CRM and Dynamics AX

http://crmroadmap.dynamics.com/




Thank you.


