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Customer expectations 
are growing

81%

91%

of consumers are more likely to 

shop with brands who recognize, 

remember, and provide relevant 

offers and recommendations. 1

of buyers want brands to get to 

know them and understand when to 

approach them and when not to. 2

1 Accenture

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

74%
of customers are frustrated by the irrelevant 

content they are exposed to on websites. Up to 

40% of them will leave. 2

61%
of customers stopped doing business with at 

least one company last year because of poor 

customer experience. 3

of customers are frustrated by 

inconsistent experiences across 

channels. 1
65%

1 McKinsey

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
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Reactive

Emergency service visit

Production line down

Service center operator logs issue

Customer disruption resolved









Proactive

Proactive maintenance visit

Data

Anomaly detection model

Customer never disrupted



Digital feedback loop

Engage 

customers

Optimize 

operations

Transform 

products

Empower 

people

Customers Products

Assets
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Digital feedback loop

Azure



The Microsoft 

Power Platform

One high productivity 

platform that spans Office 

365, Dynamics 365, and 

standalone applications
Power Apps

Power Automate Power BI

Power Virtual Agents
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Customer Data Platform

• Centraal en uniek klantprofiel vanuit gecombineerde bronnen

• Geen anonieme data

• Packaged Software

• Toegankelijk voor gebruik in andere systemen

Wat zijn de kenmerken?





The current customer-engagement analytics landscape

Enterprise

Data Warehouse

Aggregated data

Enterprise Reporting

Dynamics 365

(CRM) 

Transactional data

Omnichannel CRM 

Process Execution

Web Mobile Social Events Email SMS POS IoT Call Center Service Portal



Evolving the customer-engagement analytics landscape

Enterprise

Data Warehouse

Aggregated data

Enterprise Reporting

Dynamics 365

(CRM) 

Transactional data

Omnichannel CRM 

Process Execution

Web Mobile Social Events Email SMS POS IoT Call Center Service Portal

Dynamics 365 

Customer Insights



5-10%
increase in revenue1

15-25% 
decrease in costs1

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

Dynamics 365 Customer Insights



Why Customer Insights



Power end-to-end customer experiences 

Omni-channel 

support

Sales

ServiceMarketing

Lead generation

Campaigns

Website

Content

Next best 

action

Cross-sell/upsell

Recommendations



• 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

Use case powered by Customer Insights



Key Phases

Ingestion

Bring customer 

and activity data 

from all sources

Mapping and  

matching

Identify and 

understand profile 

data from 

transactional and  

observational 

sources

Conflation

Consolidate data 

into a single 

customer profile 

with source 

lineage

Enrichment

Enrich profiles 

using AI models 

and proprietary 

signals from 

Microsoft Graph

Insights

Derive insights 

that automate and 

optimize 

processes

Action

Leverage insights 

across all channels 

of engagement 

with connectors 

and APIs 

Data ActionInsightsUnification



Our Approach

Conflate

Sales

Marketing

Finance

Field

Service
Talent

Supply Chain Mgmt

Customer

Service

Retail

CDS

Data ActionInsightsUnification

Enrich

Ingest Map and

Match Analytics

AI and ML

Customer Insights

Product Insights

Product & service usage

Customers & activities
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• Screenshot merge











Customer cards & Dynamics 365 integration









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

Bernt Bisgaard Caspersen
Head of Solution Team & Architecture

Tivoli Gardens theme park delights and charms guests 

• Reduce churn with AI-driven insights

• Increase visit frequency with personalized communications 

• Tailor customer service interactions with personalized activity 

recommendationsService

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 audiences, to focus 
on them, to engage them in 
a very relevant way, and to 
retain them.”

Astrid van Vonderen

Head of Fundraising

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 AI-driven insights

• Increase involvement with personalized communications 
Marketing

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:



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.



Customer Insights offering

Inspire & Learn

Proof of Concept 
Customer Insights

€ 19.500

Kickstart

360-degree view 
Customer Insights

€ 32.900

Premium

Digitally 
transformed 

customer journey
€ 63.950

Inclusief 1 jaar
D365 Customer Insights

Inclusief 1 jaar
D365 Customer Insights

Inclusief 1 jaar
D365 Customer Insights 

& D365 Marketing


