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Customer expectations
are growing

of consumers are more likely to
91% shop with brands Who recognize,

remember, and provide relevant

offers and recommendations. '

of buyers want brands to get to
81% know them and understand when to
approach them and when not to. ?

2 Accenture



https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf
https://www.accenture.com/us-en/insight-customer-loyalty-gcpr

Today’s experiences are
falling short

of customers are frustrated by
inconsistent experiences across
channels.

of customers are frustrated by the irrelevant
content they are exposed to on websites. Up to
40% of them will leave. ?

of customers stopped doing business with at
least one company last year because of poor
customer experience. 3

ERYICK nsey
2 Accenture

3 Accenture


https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/do-you-really-understand-how-your-business-customers-buy
https://www.accenture.com/gb-en/insight-exceed-expectations-extraordinary-experiences
https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf

Key challenges

Customer data and Multiple “criteria for -" 8  Data privacy laws and Lack scalable solutions
systems are and “approaches to - | protection of customer for large volumes of
fragmented personalization data are critical »_ customer data
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Step 3 of 7: 4 hours remaining
Primary incision made
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Proactive

Time

2/19/2019, 6:24:22 PM

2/19/2019, 6:26:35 PM

2/19/2019, 6:28:15 PM

2/19/2019, 6:31:01 PM

1ALy

2/19/2019, €:32:35 PM

Vehicle State History
Value

Ignition

Ignition

OFF

OFF

Qs ¥

Ignition

2/20/2019, 5:224:49 AM

2/20/2019, 5:26:04 AM

2/20/2019, 527:19 AM

2/20/2019, 5:28:33 AM

21 W20 B 8 3 W

2/20/2019, 5:31:02 AM

o ‘-—_-#i_—’w"‘.“_&—_—‘;- o -

Engine Performance

Fuel Consumption




Digital feedback loop

People

Customers Products

Assets



Digital feedback loop




Digital feedback loop

AppSource
(ISV applications)

Office 365 + Dynamics 365




o Microsoft

The Microsoft
Power Platform

One high productivity
platform that spans Office
365, Dynamics 365, and
standalone applications

Dynamics 365
Customer Insights

i

Power Automat Power Bl

Power Virtual Agents

Common Data Service

r
|
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Get more value from your data
with D365 Customer Insights

C



Customer Data Platform

Wat zijn de kenmerken?

« Centraal en uniek klantprofiel vanuit gecombineerde bronnen
* Geen anonieme data

« Packaged Software

111
"

« Toegankelijk voor gebruik in andere systemen

‘
K ustomer N

businessbhase
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Modern

Be Microsoft Azure

Marketing

Q.j:l

Sales

Unified B® Microsoft Dynamics 365

Tfa%\t . &I

Commerce

il &

Finance Operations

Power platform

Power BI
Business analytics

Power Apps

Power Automate
Application development

Process automation

1] Office 365 b Bing

Power Virtual Agents
Intelligent virtual agents

Intelligent  Adaptable

Linked [}



The current customer-engagement analytics landscape

Dynamics 365
(CRM)

=

Transactional data

Enterprise
Data Warehouse

=

Aggregated data

7

U

Omnichannel CRM
Process Execution

Enterprise Reporting

(2

@

Web Mobile Social

,

= @ 2 &

Service Portal

Events Email SMS POS loT Call Center

business
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Dynamics 365
(CRM)

=

Transactional data

Dynamics 365
Customer Insights

U ‘
Omnichannel CRM
Process Execution

Enterprise
Data Warehouse

=

Aggregated data

Enterprise Reporting

Evolving the customer-engagement analytics landscape

@

Ko
8 1 = @
Web Mobile Social Events Email SMS POS loT

,

a
Call Center

e

Service Portal

business
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Dynamics 365 Customer Insights

Empower every
organization to unify
and understand its
customer data to
derive insights that
power personalized
experiences and
processes




Why Customer Insights

000 Get a holistic view
0 n of customers

Unlock insights
and take action
l-'/é Adapt and extend

Rely on a productive
' and trusted platform




Power end-to-end customer experiences

Cross-sell/upsell

Omni-ch I
mni-channe . @

support

Lead generation

+‘ )
2 4 S Campaigns

A
an N
ama \
4 A
-F. = Next best
Web5|te .’.. e actlon
= v
EEY CRPTILLY v

Recommendations

’ C .
Marketing ontent Service

businesshase
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Use case powered by Customer Insights

Marketing: Personalize offers and website
experiences based on historical customer
data from multiple systems and micro-
targeted segments to increase conversion
rates

Sales: Foster relationships with a complete
view of a customer’s interactions to better
understand the health of the relationship

Service: Implement self-service tools and
chatbots that allow customers to resolve
issues themselves

Lead: Lead
e Ryan Martin

Lead-to-opportunity mar... < ° ° °
Active for 22 days Inquiry Automated Marketing Qualification Tele Prospecting Accepta

Summary Details Linkedin Sales Navigator  Insights  Related

Timeline

3D Printer Launch offer €

. Email keting
Ryon 9 i fom

* Martin
Sacial media menti

Manager

321-589-1298

321-731-6785

rmartin@hotmail com

ance Tele Prospecting Qualificati.

business
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Key Phases

A o®
aln @
—— PN
Ingestion Mapping and Conflation
matching
Bring customer |dentify and Consolidate data
and activity data understand profile into a single
from all sources data from customer profile
transactional and with source
observational lineage
sources
""""""" Data = nification

Enrichment

Enrich profiles
using Al models
and proprietary

signals from
Microsoft Graph

Insights

Derive insights
that automate and
optimize
processes

QO

Action

Leverage insights

across all channels

of engagement
with connectors
and APIs

business
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Our Approach

\ lesforce jmmm—————————— °
V "‘ ceoe F
Customers & activities rp

Analytics ' m
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Marketing
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Customer Insights N A |
Retail §%ﬁ .l IT ol
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Connectors

[ulaf=[oliufcle]" [ :][s]e]s]e|al=] r \ .

= 000 Lt | Field
ENEQCDEEERENOAEAE d iah Talent @gW C&.t Service
EODEEROCAOED «BEE Product Insights & X

Supply Chain Mgmt

fe & 4

Product & service usage
Aland ML

Data Unification Insights Action
businesshase
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Customer Insights

Home
Customers
Segments
Measures
Intelligence
Data

Data sources
Entities

Unify
Enrichment
Activities
Relationships

Admin

[> Run

O City

[ State

[0 Country

[ ContactldLOYALTY
[ entityimage_url

> FirstName (3)

> LastMName (3)
-~ FullMame (3)
Rank Name

1 FullName

2 FullName

3 fullname

> DateOfBirth (2)

> Gender (3)

A EMail (3)
Rank Mame

1 EMail

2 EMail

3 emailaddress1

» Telephone (3)

Keys

Nama

eCommerceContacts

eCommerceContacts

eCommerceContacts

loyCustomers

DynamicsContacts

Entity
eCommerceContacts

loyCustomers

DynamicsContacts

Entity
eCommerceContacts
loyCustomers

DynamicsContacts

Entitw

eCommerce

eCommerce

eCommerce

LoyaltyScheme

Dynamics365CustomerSery

Source

eCommerce

LoyaltyScheme

Dynamics365CustomerSery

Source

eCommerce

LoyaltyScheme

Dynamics365CustomerSery

[ ap———

& Contoso Coffee (CRM3...

SRR .
X X X X X




Environment

Customer Insights 8 Contoso Coffes (CRMB..

Run
@ Home >

£ Customers Enrichment (preview)

Segments Add insights to your customer data based on the brands and categories you chaose. Available only in the US.

Measuras

Intelligence v .
3 Enriched customers

o ) 483

Data sources

Entities

Unify Customer fields

Select at least 2 fields from the Customer entity. These fields will be used to show insights from similar peaple.

Enrichment

s Emaronment
Customer Insights 2 Contoso Coffee (CRM3..

Activities Date of birth @
‘ DateOfBirth . ‘

Relationships & BacktoC

& Admin v Gender

= 2]

Segment:

7IP code Interests (similar generic predictive profile)

Timeline

L*  Measures

‘ PostCode S ‘ Activitios groups

Food

Coffee & Espr

Brands and categories

Data for brands and categories is provided by Microsoft Graph.

Entities 1

Choose on my own (O Industry's top brands and categories Marva Meja

Brands o5 Industry Ay 8 - osoft Graph
Eruichement Older - 4 Items

Coffee Mate X Neste X Nespresso X

tomerld 9057969ced1d00c244bde1Bcb18

Act

Philips X
Examples: Microsoft, GitHub, LinkedIn

Brand affinities (similar generic predictive profile)

Relationships FirstName Maria

Interests 1 philg

Coffee & Espresso Makers X Food X

Examples: Education, Home Decor, Telecom

maria_meja@beanlic.com Average Web Purchase ($) Average Store Purchase ($)

76

StreetAddre

Total Club Points Lifetime Spend ($)

business
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Enimment
Customer Insights B Conioso Coffes (CAMS

Segments Average Store Purchase Value ($)

Measures

iness measure

ntalligence v Entities

Select

hat have a relationship with yo

Data saurces

Measure definition

Envionment
B Contaso Coffes (CRM3

< Backto

Lifetime Spend (%)

Measur Customer attribute

Intaliigence Entities

Variables

Create an om the select

Measure definition

usiness
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O R E % D

Customer Insights

Home
Customers
Segments
Measures
Intelligence
Data

Data sources
Entities

Unify
Enrichment
Activities
Relationships

Admin

Customerld
FirstMame
LastName
FullName
DateOfBirth
Gender

EMail
Telephone
PostCode
StreetAddress

City

Total Club Points

115

18/12/2019, 21:31

Zand Elizabeth
L =

46f22156530e10018701cbbaea3al431
Elizabeth

Zand

Zand Elizabeth

24/09/2001, 02:00

Female
elizabeth_zand@duncanhanson.com
+1-543-417-9499x398

19378

1161 Jason Passage Apt. 794

Cedar Rapids

Lifetime Spend ($)

2.310

18/12,/2019, 21:31

Activities groups (3)

4 posPurchases

1 webReviews

A~ Older - 7 ltems

2 eCommercePur...

POS Purchase - 29/01/2019, 01:00

Purchased a product In-5Store

POS Purchase - 29/01/2019, 01:00

Purchased a product In-5tore

POS Purchase - 29/12/2018, 01:00

Purchased a product In-5tore

POS Purchase - 23/10/2018, 02:00

Purchased a product In-5tore

WoebsiteReview - 20/01/2019, 01:00
Product is available only in limited colors

OnlinePurchase - 06/11,/2017, 01:00

Purchased a product online

OnlinePurchase - 09/01,/2017, 01:00

Purchased a product online

MNo data available

Provided by Microsoft Graph

No data available

Provided by Microsoft Graph

Average Web Purchase (%)

200

18/12/2019, 21:31

8

Environment

Contoso Coffee (CRM3...

Brand affinities (similar generic predictive profile)

Average Store Purchase ($)

88,75

18/12/2019, 21:31



Envirenment

Customer Insights & Contoso Coffee (CRM3_

{it Home

£ Customers & Back to Segments

a
E S t
| Saments Summer Promo
l»  Measures
Created 18/12/2019, 20:47 by admin@CRM322486.0nmicrosoft.com
Q  Intelligence v _ . . .
Edited 18/12,/2019, 20:47 by admin@CRM322486.onmicrosoft.com |l Dynamic
£ Data ~
B SIS Group : Filter defined using Customer_Measure : Customerlnsights entity @ X A
Entities Customer_Measure : Customerlnsights | Average Store Purchase (8) s ‘ ‘ greater than equal to ~ ‘ ‘ 113
Unify
. Customer : Customerlnsights (Customer_Measu | DateOfBirth 4 ‘ ‘ less than equal to e ‘ ‘12/31,‘1996
Enrichment
Activities Customer : Customerinsights | All records e ‘ *
Relationships
+ And + or
02 Admin v

- Add Group



ustomer cards & Dynamics 365 integration

AWARENESS

?ﬁ ENGAGEMENT

1 Open Leads
50% «
70O engagement score

> Opportunities > APAC Expansion Guide Q ] ? Jeff Hay

Niels Snabe

Marketing manager

= New () Refresh [ Close as Won Close as Lost ecalculate Opportunity B2 Process A, Assign {3 Emailalink [ Delete 1% Share ¢ Follow

Customer since 8/2013

A Home

Last purchase: 1/29/19 e portunity: Opportunity Est. Revenue
® Recent ~ . s e = £19E (i v
FULFILLMENT SUPPORT = APAC Expansion 10/22/2019 ] 4 :

5 Pinned v
Opportunity Sales Process < @ S
Active for 29 days Qualify (29 D) Develop Propose Close

Summary Product Line ltems  Quotes  Related

Gender Male

Family Status Married My Work

% Dashboards

Ben Websters Vej 4,2. tv

Address Kabenhavn SV 2450 Danmark N B Activities

Topic APAC Expansion Timeline + Relationship Assistant

Customers

e ] Upsell potential
[ Alex Wu ‘ ® Northwind may be interested
DATA SOURCES AND SEGMENTATION INTERESTS £ Accounts in X Serics 30 Printers
Similar Profiles Q' contacts Account (@ Northwind Traders TODAY

Movies & Films

e Wedding P

Gifts & Oc

@ Leads Curr Social media mention - 11:47 AM Who Knows Whom

ency & Us Dollar

| @ opportunities N
Budget Amount $125,000.00 ‘/ )
R Competitars T THRDAY Y ) 4

Mobile app visit - 8/3,

Email from Marketing - 820 PM Create Proposal
Sales Purchase Timeframe This Quarter t T L €

sions

@ @
@
@ @

Gift Baskets

Purchase Proce: Committee

Marketing
Description Need technology to

/
\\F
=) mEnerE e support new campus for Website visit - 8/3/18, 10 min NS
& Events 500 employees nut & wabsit f % g
. Website visit - 8/3/18, 6 min )

& Segments

=) Marketing Emails

- .

Alicia Thomber

business
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Export destinations (preview)

Add destination

Type

‘ Dynamics 365 Marketing (Segments) ~ ‘

Only segments can be exported with this type.

Enrichmet Server address

‘ hitps;//crm322486.crm4.dynamics.com

Dynanmics 365

Server admin account

admin@CRM322436.0nmicrosoft.com .
° My Active Marketing Lists

Sales

Switch account

@ Leads v

Indicate which Customer Insights field matches the Dynamics 365 Contact ID Opportunities

‘ contactid

Display name Adobe Sign

‘ Segments export ‘

# Dashboard

You can change this later.

Cancel

n Settings

Collateral

Quotes

Orders

B salesiite

Marksting

% Marketing

Quick Campaigns

Performance

Service

[ .

business
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Power Apps | Contoso Coffee Greeter App (CIAD) =

@ Home
;{2 Customer
Search
@ Store
Locator
@ Contoso
Coffee

Contoso
Machines

B4)




Power Apps | Contoso Coffee Greeter App (CIAD)

w -~
Abbie Moss y f‘;\\ @Contoso

abbie_moss@collinsreedandhoward.com

LOYID_1000 o \ 'Y

- :
.‘.'l,‘ )1‘“‘“’ w L T Q;‘*F B : : Current Points
T B3N (W € o

129 Miller Plaza |
Fairfield { |
Californ =

10753 - ] d AW |}

L y PRI e e

.

Lifetime Value

Contoso Club Members can
check-in for rewards anc
personalised

recommendations




“With Dynamics 365
Customer Insights, we can
look back and forward to
create a unique and
unforgettable customer
experience.”

Bernt Bisgaard Caspersen
S e rvi ce Head of Solution Team & Architecture

TIVOLy

Tivoli Gardens theme park delights and charms guests

« Reduce churn with Al-driven insights
« Increase visit frequency with personalized communications

« Tailor customer service interactions with personalized activity
recommendations

Video: Tivoli Gardens delights guests with Dynamics 365 Customer Insights



https://www.youtube.com/watch?v=5Xe432hVW5A

“Dynamics 365 Customer
Insights helps us to segment
the right audliences, to focus
on them, to engage them in
a very relevant way, and to
retain them.”

Astrid van Vonderen

Marketing

Head of Fundraising

unicef &

UNICEF accelerates donor engagement to drive higher
impact in saving and improving children’s lives

« Transform donors to real lifetime supporters of UNICEF

- Raise more funds with precise segmentation and Al-driven insights

« Increase involvement with personalized communications

Video: UNICEF inspires donors with Microsoft Dynamics 365 Customer Insights



https://www.youtube.com/watch?v=UiC5ASyqMYw

Customer Insights in a Day

«  Workshop @Microsoft

 Dates:

business
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Aanpak & Methodiek
Implementatie

BusinessBase heeft ruim 20 jaar ervaring en
heeft meer dan 200 organisaties geholpen
met CRM, Customer Engagement en
relatiebeheer. Met ruim 30 specialisten op
het vlak van Customer Engagement houdt
BusinessBase zich bezig met het mee
bouwen aan de ambitie van haar klanten.

De gecombineerde kennis en implementatie
methodiek leid tot bewezen succesvolle
implementaties en een snellere time-to-
value opleveren.

°4,

Experienced Direct link

consultants to Microsoft
Experience from L 9
thousands of . | . C

deployments + N

h . v !“
Integrations <

Deployment
Services

Proven set of activities +

m \’} ~>\7 .““"ﬂ/ﬁ
Project Roadmaps 4* Value Realization
* + Proven Checklists + customer succes

Architecture Deployment
« Mapping + Reviews 3 + Implementation

business
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Customer Insights offering

Inspire & Learn

Proof of Concept
Customer Insights

€ 19.500

Inclusief 1 jaar
D365 Customer Insights

Kickstart

Premium

360-degree view
Customer Insights

€ 32.900

Inclusief 1 jaar
D365 Customer Insights

Digitally
transformed
customer journey
€ 63.950

Inclusief 1 jaar
D365 Customer Insights
& D365 Marketing

business
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