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Microsoft Dynamics 365

Evolution from current offerings
Before Now

Dynamics CRM Dynamics 365 for Sales
. Sales, Service, Marketing Portals Dynamics 365 for Customer Service
» Field Service Gamification Dynamics 365 for Marketing

* Project Service Automation Voice of the Customer Dynamics 365 for Field Service
« Social Engagement Unified Service Desk Dynamics 365 for Project Service Automation

Dynamics AX Dynamics 365 for Operations (Enterprise Edition)

'Project Madeira’ Dynamics 365 for Financials (Business Edition)

Dynamics GP Dynamics GP
Dynamics NAV Dynamics NAV
Dynamics SL Dynamics SL
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Sales s

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

Opportunity Management B2B or B2C pipeline management
Social Selling Stakeholder Management

Office 365 Productivity Membership Management
Mobility Wealth Management

Account Management Donations and Fundraising
Activity Management Grants Management

Intelligence Loyalty Management



Marketing

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

Lead Management Nurture marketing
Campaign Planning Contextual personalisation
Marketing Lists Omni-channel marketing
Social Engagement Progressive profiling
Intelligence Event management
Enterprise Marketing* st Web analytics
Marketo
Business Marketing* @ Click

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



Field Service o

Service

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

Scheduling & Dispatch Connected Field Service (IoT)

Asset and Warranty Management Traditional asset break/fix

Service Agreements Healthcare client management

Inventory Management Financial services on-the-road

Resource Management Home services (car service, home maintenance)
Customer billing Facilities booking

Dedicated Mobile App



Project Service Automation Do Pl s

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

Scheduling Business / Professional Services

Resource Management Construction

Time & Expenses Engineering

Project Planning Legal

Team Collaboration Accounting

Customer Billing Information Technology (internal & external)

Intelligence



Customer Service 0y

Service

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

Case Management Employee Self Service (HR / Help Desk)
Self Service Portal Customer / Partner Self Service

Agent Enablement (Unified Service Desk) Complaints and Issues Management
Integrated Social Engagement Call Centre

Knowledge Base Management Public sector citizen services
Omni-Channel Communication Claims management

Intelligence Client care



Operations

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

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



Purpose-built end-to-end business process

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

PROCESS
Prospect » Cash
Service
PERSONAS
ACCOUNT SALES SALES PRODUCTION CREDIT AND CUSTOMER
MANAGER REPRESENTATIVE MANAGER PLANNER COLLECTION SERVICE
MANAGER
Customer Payment Pricing, discounts, Product Order information, Problems, Issues,
lifetime value history taxation availability resource Requests

reservations



How are my people supported
N their decision making?




Journey from data to action...

Dynamics 365 — Intelligence built-in Artificial Intelligence

Decision automation

Recommendations

What should | do?
Decision support

PredlefthS Forecasting
What will happen?

Interactiv h rds
te gc’F e dashboa e B
Why did it happen?

Static reports
P Manual process Dashboards and reports
What happened?

VALUE



Dynamics 365 intelligence

Intelligence built-in today

: : : Product
Relationship Insights Cross-sell / Up-sell Recommendations
Customer Knowlgdge Base Previous Case Customer Insights
Service In5|ghts recommendations
Marketing Lead Scoring Intent Analysis Sentiment Analysis
Field _ : L
Preemptive Service Resource Optimisation

Service

Project Service

) Resource Optimisation
Automation

Predictive Sales and
Inventory Forecast

Operations Demand Forecasting Cash Flow Forecast




How do | adapt and extend the
standard business processes
provided by the services?



Adaptability of business processes

PRODUCTIVITY

OFFICE 365,
APPS &
DASHBOARDS

3

DYNAMICS 365 BUSINESS APPS

@ Sales
Customer
(=] Service

I Marketing GQ Operations

@; Field
Service

H}D Project Service
Automation

Business Processes X233 I Business Processes

3rd PARTY APPS

=0
-
Microsoft
AppSource

Other data
sources

PURPOSE BUILT APPS FOR MY TEAM

" Custom Apps
@ by PowerApps

*

[j Compose Workflow
nf- by Microsoft Flow

2B Business Processes

% Common
-—1 Data Service




DYNAMICS DAY

fao e Empired



AppSource Apps

Products

Dynamics 365

Operations
Sales
Financials
Customer Services
Field Services
Project Services Automation
Power Bi

] Office 365

] Azure

| Dynamics NAV

Categories
Analytics
Collaboration
Lustomer service
Finance
Human resources
IT + administration
Marketing
Operations + supply chain
Productivity

Sales

Industries

Partners List on AppSource

App results (170) View

A

ADEACA ONE

Request tnal

Arbela One Step
Consolidation (OSC)

Automate your Dynamics AX

Consalidations with ease and

partner results (33

Annata Dynamics IDMS

|’ o ‘1|| in-one Vianagement

SOIUtion for th

Egquipment, Rer

lndictirio

Request tnal

Ay

4

Armanino’s Revenue

Recognition

By Al o LI
nplity yvour accounti 3
13NAGe revenus i 1

X-Author is a bi-directional Excel

Apttus X-Author

. I
interface for Dynamics CRM
ising unlimited object

simultanecusly

Request tnal

&3

Arquiconsult Portuguese
Localization Pack

| |

The Localization pack allow

vour organization to fulfill the

Apttus Contract Lifecycle
Management

Request tnal

Avanade Advanced Store
Replenishment

Avanade Advanced Sti

Replenishment for Microsoft

How it works D>
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Extensipility

Dynamics 365

Configure Business
Processes

Power User /
T Pro

Systems
Integrator /
Developer

Build custom
business logic

PowerApps/ Microsoft
Flow

Build custom LOB
apps & automation

Build integrations &
workflows



Extensibility

Build custom LOB apps & automation

Office 365 Dynamics 365
Skl CONNECTOR ,l er H
() PowerApps
ﬂ [/2) MSFT Flow
On-
GATEWAYS Cloud premise

services data
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5, » s Emired
Licensing — Teams, Apps, Plans

Users that can see everything in Read-Only l

and carry out a few key functions Team Member

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)




Empired

I‘Enterprise Edition — Apps & Plans

DYNAMICS 365, ENTERPRISE EDITION (PLAN 2)

DYNAMICS 365, ENTERPRISE EDITION (PLAN 1)

POWERAPPS § FLOW SALES FIELD CUSTOMER PROJECT MARKETING @ OPERATIONS
SERVICE SERVICE SERVIZE
AUTONMATION

—

CRM + CURRENT CRM COMPONBNTS\ 1 + CURRENT
NEW APPS OPERATIONS AX7




D Jofsrenai Empired

Enterprise Plan 1 value ‘example’

Sales & Customer Service Functionality
Mobile Offline

Social Engagement Professional

CRM OL
Professional

+ All included in Dynamics 365 Plan 1

Field Service Functionality

Project Service Functionality CRM OL 40% _ 80%

Social Engagement Enterprise Enterprise . .
Voiceof Customer additional value
Gamification Additional cost
AX Task User purchased
PowerApps and Flow separately
N
10 GB storage + 5GB / 20 Full users (no cap) Additional
Included non-production instance (no min) minimum per

Included Portal tenant in CRM




Dynamics 365 'CRM'
= Ne\/\/ Features (18 features in 15 minutes)
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Dynamics 365 — Sales and Service

Roadmap Update

Relationship Unified business P : Document :
Insights orocess Gamification Mobile sales suggestions Social
S Portal Customer Machine Connected Scheduling Project Service
] SIS Insights Learning Field Service Optimisation Automation
Dynamics 365 .
: : Backup and Data Office 365 Cloud
{:}O Platform Eclliziole it SESO%L Restore Warehouse Integration migration

Empired
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Relationship Insights

Dynamics 365 Sales ~ Opportunities

i New Email = o o s ]
~ e d
] Watle Attachment
4« Summary B
5 )
2 . y 6 orders of Product SKU )202 (sa YAMMER SYSTEM POSTS ACTIVITIES NOTES STAKEHOLDERS +
1 ntact Maria Campbell (sample) All - | Add Phone Call Add Task  «es Y
B Fabrikam, Inc. (sample
1 R — . dfdgfd
- Normal
$30,000.00 '
b 4 - Katio locrdan aack | I =
hello weeld CRMO00002 per the
Y < >
| SAve Joramn ACTIVITY ANALYSIS
\ N RE: CRM:0004005
15016 454 PAM Time Spent by Team Jun 24, 2016
Neods to restock thelr wipsly of Praduct SKU AXI0S: will purchase at 22 ——y

10 minutes

28



DDk Emfired

PR

Mnm'mu— - Povness Buie
Recommend Credit Card

EAVE [EVALUDATE  aeman @ ACTIVATE O SHARE .

DESIGN SUMMARY

Unified Process 11004

Designer
v Visual designer for
Business Analysts
v Business process flows
|

v Task flows
v Portable business logic

v" Actionable rule-based
recommendations

v' 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

=& Microsoft

¥

Sales Revenue November 2016

Empired
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i, OO AT
)/ Dewlop ) Propase P

Summary

Rebook Fall Update
SKU 1202

ETEY O Welcome back Nancy!

' Reebok Fall Update e
= - , > Y17 i d Contoso
< e P bosose e P Oicoison D Cons | Forchons

Kewvin just opened your email, call now!

Bat. Closs Dets 402016 : Notes s:t;t;t;ooo

Uste. Reverue $30.000.00 Kevin just openad your email, "quick question” :

Stats n Progress Topk Rebook Fall Upclote 7 2 minutes 390. It's the petefect time to Gall i e

Twner Richarsd Dickonson o oy
Contact Wi Sivgn I - 5

. Account o) Acme Inc. :

Purchass TimeFeame This fen R Acme is looking for 10 orders of BL- 101
Budget Amaunt $30.000C0 prosdent, suet in g ]

mobit anim i est il

Probuability 90%

Call Kevin My Open Lodas
o st g Reebok Fall Update

h ‘ v mx‘
7 O ~ ; Quakty vonee y NS LTINS
: Purchase Process 25,000 00 New Store Cpened this yead _\LE{&L —:-3-;,}\ ,’:;_
B Yorrdar o New .
> Desoription Develop
PN i$isia Tep Detai You may want to call Maria today 55,000 0¢ Susanna Hubberod TR

o

™

The 2%ike Ok ol Maded an Interset card back Este. Revenue $40.000.00
Current Situation pecident, wnt ind It b . nevbhe Cime s Laeh Sard Propose te

motit animid el N t's boen 2 months since your last contact and 56 000.00 Status I Progress

W the opportunity is set 1o close in two weeks hoiay Aepstind Owner fichard Dickinson

New Starm Opaned this year

Customer Need R 5 1ove O g -
Prooased Solution  Sugest SKU 1102 or ‘.ﬂ

® e

M
Contoso Ltd. Maria Campbell sarbokoniogs
intevesiad in only ooy sto ~: :
1 Contoso need 200 bikes oo Sl e T Managir

)

Peter Houseton

$75,00 fRplated
Call Mana e D Good Prospear
: Actlvities i8]

-

Discuss Proposal S T E—
11:30 AM Skype Online Meeting
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Document
Suggestions
. m A ) e
v" Discover documents that S il ol
are relevant to your = e e
Current Work g N ondem of Pynctact SKU 21200 [sanpin] oneleck \FL2ME ASH AN
v Based on record similarity | y B —
ru |eS :mmuum

v' Copy the most helpful
documents to your record
repository
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Social Engagement L SR P Q

v" Auto tags and adaptive learning da e w

on tags

v" Chinese and Japanese sentiment , .

analysis " e ety
v" Smart data sets il " ofice * @xbcsuppon VAN
v Instagram as a new source - ’ o = '

v" Automatically assign posts O e
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Dynamics 365 — Sales and Service

Roadmap Update

Relationship Unified business P : Document .
Insights orocess Gamification Mobile sales suggestions Social
S Portal Customer Machine Connected Scheduling Project Service
] SIS Insights Learning Field Service Optimisation Automation
Dynamics 365 .
: : Backup and Data Office 365 Cloud
{:}O Platform Eclliziole it SESO%L Restore Warehouse Integration migration

Empired




DDk Emgired

BB Microsoft | Dynamics 365

Dynamics 365 Administration Center

Microsoft Dynamics 365

Customi Portal Details

l" PORTAL DETAILS
v Created via Admin Portal =

PORTAL ACTIONS

v Choice of Portal "Types’ e 2 I [ .. |
v" Customer T
v' Partner
v Employee

Portal

\)
>

General Settings

2Pp

Type

‘ Production ‘

MANAGE SSL CERTIFICATES
Portal URL

B 3@ &

MANAGE DYNAMICS 365 INSTANCE Base Portal URL
https://dynday2017.microsoftcrmportals.com

v Managed via Admin Portal

Portal Audience

Portal Audience | Customer

Update Portal Binding

Select Website Record | Customer Self-Sen ¥

Change Portal State




DDkt

Customer Insights

v Customer 360°

v" Customer knowledge &
interactions

v" Pre-built integrations

v" Bring your own data

v" Build your own applications
v Insights for each business role

Empired




DDk Emgired

Machine Learning

v" Auto-suggest of relevant
knowledge articles

SIMILAR CASES + C

MCOCIFED ON

e Cordd Etrar

v Case topic analysis sty

v' Cross-sell / up-sell e B
recommendations

v First element of democratising ————————— QW S
Al {urhber AAA O RANCOORTATION NC




DDkt Empired

Connected Field
Service

......

v" Enabling any CRM entity to be
|OT enabled

v" Diagnosing and fixing issues
remotely

.....

v Automating the process of ——
responding to service alerts ‘

v" Proactive service experience for
customer




MY PERTH Empired

Scheduling
Optimisation

siimng

v Automatically Schedule work to Tl ... S Y e
the most appropriate resources b i
while optimizing to fit in the -

most appointments per day. S a9y

v" Automatically scheduled for N
things like time travel, distance, Ty e

vvvvv

or even service level agreement N ot | e

nnnnnnnnn

. Unacheduled Work Ordere W2
W | t h a C U Sto | | I e r WORY CRDERPAMIER < SERCELCCOUNT RN PKCETTTE  SYITRSTANG 5.8 5742 VX6 CEDER TVTE PERRRED RECGRIE Rz arv WTEWRON STAE DATEVAKD Y EXD SEACETIRRTCH
093 Sohedam weah Sanaces  Pose MR magr sty Spear - Unzehed oz Sarver o 14215 S5 Peroatsy Save  Aremos (073 A

v Schedule getg re—optimi .Zed in <= e e i e Mn .
real time to ensure the field
service is efficient




PBEKIT Emfired

Project Service
Automation

SUNDAY MONDAY TUESDAY WEDNESDAY  THURSDAY FRIDAY SATURDAY
MAY 15 16 17 18 19 20 21

v MS Project integration

v" Actuals integration with
Dynamics 365 Operations

v" Exchange booking
integration
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Dynamics 365 — Sales and Service

Roadmap Update

Relationship Unified business P : Document .
Insights orocess Gamification Mobile sales suggestions Social
S Portal Customer Machine Connected Scheduling Project Service
] SIS Insights Learning Field Service Optimisation Automation
Dynamics 365 .
: : Backup and Data Office 365 Cloud
{:}O Platform Eclliziole Lt éﬁﬁofgL Restore Warehouse Integration migration

Empired
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Dynamics 365

0 See how the interactive service hub can make you more productive i X
+ New DT W/ ACTIVAT & DEACTIVATE I ORiETe ~  Jpmence g R =
Ed t b| G d + Active Accounts ~

In-Grid editing of records e A R e B e SAIEERIIEIL 2 ) e e
Web client and Mobile '
Home-grid or sub-grid level

Navigate using keyboard or
mouse

Configurable business logic




DD [ Empired

Dynamics 365 App
for Outlook

v" Enhanced user interface

v" One-click Track and Set
Regarding

v Display Dynamics 365 data
when composing e-mails

v" Outlook App for Mobile*

=
m
=]
=

* CRM Online and Exchange Online only
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M Microsoft Dynamics CRM

Backup and Restore

Contoso corp Ready 5andbox Contoso CorD‘
oduction ‘ :

v Daily System Backups

v" On-Demand Backups S 2000

v" Restore from Backup

v" Delete Backups




LMDYBERTH

Data Warehouse

v" Replication of data to
customer owned stores

v" Supports variety of data
stores

v Full fidelity replication
v Visibility & diagnostics

v" Data recovery, reset &
rebuild

Dynamics CRM
Online

Empired

Self-service Bl

¢ 3
l I
!ﬁl Power Bl
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Office 365 — e

L S S v e—

v" Associate to existing group — — |
v Auto-update group i o : | e

- 3 4 Daturn Caorporation (sample)

membership - e

v V-

'
u .

v Guest-access scenarios
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On-premises to
Cloud migration

v Guided Process to move to
CRM Online

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

On-Premise e
CRM
Microsoft Azure

'~90

Al Microsoft Dynamics

Empired

CRM on
Azu re
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Microsoft Dynamics CRM Roadmap

[NV LTS S T )

Future Roadmap

v http://crmroadmap.dynamics.com/

v New Dynamics 365 Roadmap site | |
Iﬂ Q2 FY«|7 tO IﬂCOl’pOrate bOth Mvuc‘rosoft”Dynamtcs AX ff(cl)admap - — —
Dyna miCS C R M a nd Dyna miCS AX e A ot ot G g s A AN Wl g A



http://crmroadmap.dynamics.com/
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Thank you.




