An Introduction
to the Dynamics 365 Application Suite
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NAV had
always been
an island...

Business Central isn't




These days things are changing

Dynamics 365 Customer Engagement

Customer
Insights
Fabric and 2 Sales
Power Bl
Field Project
Service Operations
Customer [ Contact
Center

Service




o | &

Session Later Today...
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8" 365 Customer Insights

é Customer Data
B Aggregations
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Customer Data

“eerceiiniy

Unify - Map, match, Merge, &
dedupe

Spot Activities, like
Transactions, Purchases or fome
Returns Sustomers

Data

Unify
Enrichment
Activities
Tables
Exports

Q Insights

€2 Settings

piy target audience

Data sources

Customer Insights - Data

>

Unify accounts

d Use enriched tables U2 Viewlastrun =5 Custom

@ Source fields
Set up match rules and conditions

@ Duplicate records

a 365 Customer Insights

& Contoso Coffee © 2 ? 0

34.6K 10.2K 10.2K

records non-matched records nly

& Matching conditions Order Name Source records Unique records Records matched Include all records (
1 W Accounts : CRM
) Unified ¢
NV Accounts : Transactions he
_) Review Account Name - City - State
Add rule
NV ProgramAccount : Registration
Account ID
T Add rule
4 AV Accounts : ThirdParty 7
Account Name - City - State
T Add rule
A Orders : Transactions
AccountOrders
Add rule
4 »
Back m Save and close Cancel
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Customer Data

Aggregatio

.
Ll

I

Enrichment & predict intent
Customer churn prediction
Lifetime value

Recency, frequency, value

Customer Insights - Data

Primary target audience

r
Hcr'we

ustomers

ata

sights

ettings

a € 113b54 C
Alex
ker
emal
Additional fields
n 12/31
15

4:01 PM (UTC

Brand Sov for customers like Alex Baker

SN _

Activity timeline

Low Waste: Power Issue - 9/12/2022

MAR 2022 (1

Subscription - 3/31/2022

022 (1

Subscription - 1/31/2022

Subscription - 2/28/2022

W Filter

o 365 Customer Insights

o

%2 Contoso Coffee

CLv

k> 5.1K

Churn Score

k¥ 0.06

Average Spend Online

L 111.67
Total Spend InStore

L 17K

Average Review Rating

£l 4

Subscription Spends

k2 27K

Average Spend InStore

]

" 188.33

Total Spend Online

L 670

Interest SoV for customers like Alex Baker

e _

D25



o 365 Customer Insights

Customer Data

Aggr atio

< Café A-100 campaign launch Draft 2 Undo Bl save
A Home

D) Recent v _
‘ O pecr © Query Assist )]

# Pinned % Group Tuses and 0] ~ S|
4

Engagement Topic  Contains sustainability In your own words describe what conditions J:

S t t. best fit the customers. How it works
egmen atl P Getstarted

o leads who are interested in topic like
#3  Journeys sustainability and living in California B
State/Province s v California
Triggers
- Add b
Create MeaSU res nalytics e diooR Or try one of these examples to get started
i Leads who submitted a form
Create Segments based on PR
1 new
the available da‘ta egments Leads who opened an email
onsent center
. . . Leads who aren't in Canada
Demographic, Firmographic S
& Be haVIOU ral Lo Leads whose last name is Smith
See more examples
hannels
o)
= Emails 2 Create manually (D Give feedback
iD! Push notifications
(3 Text messages
B Forms
{2 More channels
Assets
% Library
P Templates
m Real-time marketi... C 367 members View sample of included members

D25



Customer Data

Aggre atio

Segmentatio

Omni-Channel
ConnuSily

Journeys :

SMS, WhatsApp, Email &
other channels

Al - Optimise channel based
on customer recent
engagement

I e Journeys l

< Sustainability Program Launch  Draft 2 Undo
Home
I
Recent v o
% 7 Attribute
Pinned Job Title

Engagement A

r B

—+~ Add branch

D Get started
Senior Category Manager :

% Triggers +

l

i  Analytics 0O

Channel optimization
Audience Invite to event to bring sustainability

&) Segments j\
(
O

Consent center

O
Contacts __ Send an email Send a text message
= Sustainability Program (cxt) v2 Sustainability Program (cxt)
| eads k )
nels
Emails

Push notifications

= Specified trigger from any channel
Text messages

Forms A
vy More channels @ @

Assets + +

Send an emai Send an email

— = = 9
™ Post Attendance Email (ext) v2 = We missed you! (cxt) v2 +  100%

I\ Library

0§ Templates

m Real-time marketi... C

O 365 Customer Insights

FD Create a copy [EI Delete m E

=2)
Text message GD
E3
Text message sender * @
+18334231720 (Toll-Free) ’
Approximate quota used: 0/1100 &
Choose a text message * ] I

Sustainability Program (cxt)
Y g U

Preview

+18334231720

Hi {{FirstName}}

Learn how to bring sustainability
into your business.

RSVP for our webinar next week to
learn 3 ways you can make your
business more sustainable.

You will love it from our coffee

Send to *

Telephone

D25



c 365 Customer Insights

Customer Data
Aggregations

demo bas.. istomer Insights Customer Insights Data updated 1/31/:

£ Pages '— Export ¥ |2 Share [ Subscribe [ Comments ¥r Favorite - ©) Reset to default [1 Bookmarks ~ V

Average Visits Brands Timeline

) Activities (119
(-
Segmentation o .
Patti Melendez
prOjeCt manager Interests e e Transaction from Sales - 1 min ago REAL TIME
Omni-Channel Customer since 4/2013 co o : pom— - ew purchase at Seattle downtown stor
Communication
‘ Social media mention - 11:47 AM
ew post with a negative sentiment
Gender Female
. . - Mobile app visit - B/9/18, 6 min
Interactions Family status Married Moble spp it &/
Segments
Address 1108 23rd Ave S By Average Churn Score and Total Last Purchase Amount
Email from Marketing, 17 min
Web visit Data Seattle, Washington, USA @ Opened email - "Check out ouratest top of the e
. ) . f urn Website visit - 8/4/18, 6 min
Completed Forms o score Likely to Churr @

Email Clicks

o : Engagement Score
Emall Opens & Segment 4 Potential Repeat /7’5-0‘3:\'
B Segriiy 2 -
Surveys ﬁ Most¥8luable SedEenlE

5025



Customer Data

Aggregatio

Al
e

Segmentation

e

Omni-Channel

Communication '

Interactions

Leads

Bought Data

Marketing Leads

Lead Scoring

¢
=

\ginnds

Dynamics 365

@ Recent o

57 Pinned ~

Engagement

Journeys
Analytics

Triggers

Audience

Contacts

@ Segments
o

Leads

Consent center

Lead Management

[ Scoring models

&) Qualification

Emails

Forms

Push notifications
Text messages

Real-time journeys O

Customer Insights - Joumneys

Default Lead Scoring Model

Design  Insights

+3 points

= Group1

Budget

+3 points

. Group 2

Decision Maker?

= Group 3

Rating

0 365 Customer Insights

New look m '@ = 532 ? & 7= @

o) Stop o
&
: I
Properties
£5%

General
Created on
12/03/2024, 17:12:17
Creator

# D365 Lead Mgmt Prod

Used in qualification (1)
Marketing Qualified

Live Qualification stopped on 29/04/2024
20:59:16

D25



Customer Data

ynamics 365

@ Recent N
£ Pinned N
Engagement

5}2 Journeys

Segmentation # Anabtics

e F Tigger

Audience

Omni-Channel

Communicatio 2 Contacts

Leads

Segments

&
=

Consent center

Interactions Lead Management

ER  Scoring models

Er_j Qualification

Channels

= Emails

Forms

ush notifications
fext messages

ore channels

Marketing Leads

Lead Scoring

a_F A
eal-time journeys <

Customer Insights - Journeys

o 365 Customer Insights

() Refresh

New look ‘) Q + {E":G ?

« H = Save @ Save & Close | New  Til] Delete Q) Check Access B Collaborate & Qualify  Hd Process @ [ Share +

Az Alex Baker - saved
Lead

Lead-to-opportunity ma... @ O O O O
Active for 2 minutes < Inquiry (2 Min) Automated Marketing Qualification Tele Prospecting Acceptance Tele Prospecting Qualification Sales Acceptance 2

External Referral ~ Warm New Peter Norman v
Lead Source Rating Status y Owner

Summary Insights Lead scores LinkedIn Lead Info  Details Communication Related
Contact )
Up next © O Stakeholders
Manage your activities ;
Topic " 5Café A-100 Automa. . o . - | Name T Role
F] See upcoming activities by connecting the lead to a sequence or by creating an
‘ activity. Learn more
First Name * Alex
f'ln Connect sequence ‘ Create activity @
Last Name " Baker No data available.
Job Title Cafeteria Manager Timeline + 0 v IE Page 1
. £ Search timeline
Business Phone 619-555-0127 8
COMPETITORS
& Enter a note... 1]
Mobile Phone 619-555-0129 8 1l
0y Highlights ~
Email alex@treyresear... & . . L ) . . . Fourth Coffee
* An email was sent thanking Baker for visiting the website and informing that their http:
" . N N ttp://www.fourthcoffee.com/
request for additional information has been forwarded to Peter Norman, who will be
contacting them shortly.
Company * Peter Norman will be reaching out to Baker shortly to provide further assistance and
ensure a world-class experience.
Company " Trey Research @ o9
) Al-generated content may be incorrect. Make sure Al-generated content is accurate and appropriate before
Website hitt://WWW.ATEYT... [i=1 using. See terms
' Recent
Street 1
T i @ Modified on: 26/04/2024 14:27
P 7 Email from: R Peter Norman ' Overdue SER|

D25
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Dynamics 365 Sales

Qualify

o Copilot Preview
Lead Scoring et

Recent
Hi Daisy,

Pinned Welcome to Copilot. Select one of the suggestions below to get started.

= ) o

ork Get info Ask questions Stay ahead

Lead Qualification

Sales readiness with Copilot

Copilot Get latest news for accounts What's newly assigned to me Prepare for sales appointments

/4

Sales accelerator o ) i
Show my pipeline What's new with my accounts Show emails that need follow up

Dashboards
Use the % menu for more suggestions.
Activities

Deal manager

Customers
f Accounts
L Contacts

{J Contact suggestions

Sales
& Leads
[} opportunities

28 Competitors

Collateral ‘ K
Ask a sales question or type / to mention a record

Quotes

[ orders

Make sure Al-generated content is accurate and appropriate before using. See




& Dynamics 365 Sales

Qualify

Dynamics 365 Sales Hub £ Search Newlook @D @ + &

= Ls] Copilot  Preview

D I @ Home Welcome to Copilot. Select one of the suggestions below to get started.
p (® Recent - @ -~

% Pinned Get info Ask questions Stay ahead

Get latest news for accounts What's newly assigned to me Prepare for sales appointments
My Work

Copilot Show my pipeline What's new with my sales records Show emails that need follow up

jles accelerator Use the ¥, menu for more suggestions.

Pipeline Management

ivities

hboards Show my pipeline

Unified Activity Timeline
Here's the pipeline of your open opportunities ordered based on est. close date.

Relationship Sales

Deal tracker Sales funnel

Real time communication

Forecasting

Probability

/("( Competitors

Sales Analytics

&2 Sales Acceleration... Est close date

© 1-Qualify @ 2-Develop @ 3-Propose @ 4-Close
Collateral

5 Café A-100 Automatic <&, Summarize (3

Trey Research « Est. revenue $79,500.00

Quotes =]

Orders
i Tailspin Toys - loT Coffee Machines
Invoices Tailspin Toys = Est. revenue $10,550.00

oys )
Products
y Ask a question about the data in the app. Use / to reference
Sales Literature 9 PP
Marketing

n Sales Make sure Al-generated content is accurate and appropriate before using. See terms




& Dynamics 365 Sales

Qualify

Dynamics 365 Sales Hub L Search New look (@D

) Save = New @ Collaborate @ Close as won () Close as lost Recalculate Z Sequences EE Word Templates :
{1 Home

Develop

Recent . .
© 5 Café A-100 Automatic - saved Trey Research ~ 6/28/2024 $79.500.00 & David Mallory  ~

f Pinned Opportunity - Sales Insights - Account Est. close date Est. revenue 5 Owner

My Work Sales Process ° @ O O
Active for 1 mon < Qualify Develop (2 D) Propose
%, Copilot Show product-related files
Summary Relationship analytics  Quotes Products  LinkedIn Sales Navigator ~ Related

Yles accelerator

Plpellne Manageme t Here are some SharePoint files related to

ivities e a10n 8 -
Key details -~ . product Café A-100 Automatic from the
Up next © Opportunity score (D) opportunity 5 Café A-100 Automatic.

Unified Activity Timeline o

Topic * 5 Café A-100 Automatic &% Accelerate Revenue Generation using Copilot Grade A Cafe A-100 Automatic Catalog....
~* Improving - on 1 -5

Rel at|0n3h i p Sa | es Contact T _ = Share product documents and request meeting

Step 2 - Due by S:46 AM Product Presentatio...
A Decision maker identified (i)

Share product documents and request meeting.
Purchase timeframe This Quarter " 8 4 o

Real time communication

A Estimated budget is $80,000.00 ()
=1 Email | | ©) Mark complete Cafe A-100 Product Specificati...
Currency & US Dollar x A Purchase timeframe is this quarter (i) Mo /3/2024 + 2 views

Foreca St |ng Prepare for meeting using Copilot 4 Purchase process is individual ()

Budget amount $80,000.00 Step 3 Product Discount List.xlsx

Opportunities Prepare for meeting using Copilot. Details

Purchase process Individual

i . . .

ol Competitors Call customer and transcribe with Copilot This opportunity was scored on 6/18/
Step 4 5:39 PM

Description Supply coffee machines

for their new buildings.

Sales Analytics Call customer and transcribe with Copilot. @ Show all in SharePaint e

Analyze call with conversation intelligence A Q

,;Sg Sales Acceleration... Assistant
Step 5

Analyze Customer call with Conversation intelligence.
Collateral Motifications

Send a meeting summary sh . d |

QthES . . 5 ow my unanswered emalls
More nfo - Treminder What's changed since | last lagged in 55 minutes
Orders Send a thank you email with follow-up tasks and the next steps for 9 99 ==
further engagement. . .
939 Opportunity closing soon

Invoices 5 Café A-100 Automatic

Confirm to close deal Ask a que out the
Products Current situation Step 7 / to reference data
Handle negotiations and customer concerns and close deal. Prepare

Sales Literature The company is expanding operations with
agreement and documentation.

warehouses in different states, now including

Marketing cafftenas for employees, requiring the installation of v Previous steps

N . Make sure Al-generated content is accurate and
Relationship health () g
Customer need ationship health L/ appropriate before using. See terms




& Dynamics 365 Sales

Qualify

Dynamics 365 Sales Hub L Search Newlook @D @

= T Copilot
of Save - New W Collaborate B Closeaswon (&) Close as lost Recalculate % Sequences IE Word Templates :
{3 Home Chat

Develop

Recent . .
© 5 Café A-100 Automatic - saved Trey Research ~ 6/28/2024 $79.500.00 & David Mallory  ~

f Pinned Opportunity - Sales Insights - Account Est. close date Est. revenue

e ¢ ° O O O
) Active for 8 mon Qualify Develop (24 Hrs) Propose Prepare for "5 Cafe A-100 Automatic Deal”

Copilot

5 Owner

Summary  Relationship analytics Quotes Products LinkedIn Sales Navigator ~ Related
yles accelerator

Pi pe Ii n e M anageme nt Here are details to prepare you for

ivities upcoming meeting

hboard: - Subject: 5 Cafe A-100 Automatic Deal
oards Summary (0
Metrics and key performance indicators (KPls) are computed from activities of current and previous years

Unified Activity Timeline

1-40f5 D Date and time: Sun, Jun 23, 2024 from
07:00 PM to 07:00 PM

. . Connected to: 5 Café A-100 Automatic
Rel atIO n h I p Sa IeS You have initiated 4 meetings lesser You have invested 2.6 hours lesser Customers are opening your emails 24% You take 6 hours more to respond to
compared to the similar cpportunities. compared to the similar opportunities. lesser compared to the similar emails compared to the similar

g q 9 opportunities. opportunities.
Real time communication @

Didn't respond 1

Meeting invitees:

Foreca S‘t |n g Relationship health (©) Last updated:4/24/2024 5:09 AM Customer interactions (1) Last updated: 4/24/2024 5:09 AM Meeting insights:
This opportunity was opened for Trey
Research on 9/25/23. It's currently in the
GOOd A7 Improving ) . . L. Propose stage, The expected close date
Compare interactions with similar won deals is 6/28/24. Alex Baker is the primary
Learn more about the interactions you've had with your customers. contact. The budget is $80,000.00.
Source

Opportunities

2
A Competitors Next interaction: Appointment 6/23/2024 at 7:00 PM

Last interaction: Phonecall 6/19/2024 at 2:04 PM Next stepsTry a phone call or schedule a meeting

Sales Analytics There are no open tasks for this

gg 7 opportunity.
F%£  Sales Acceleration... Of 2 open cases. none are high priority.

9 Sourc
Trey Research contacts () Source
Collateral 5 @ Open Meeting  [J
g Last updated:12/5/2023 4:39 PM
Quotes ) ]
Orders Alex Baker
=5 %4

Emails Meetings Phone calls

Invoices M This opportunity B Similar wen deals

Preducts Carla Yates ‘-.~S< a question about the
/ to reference data
el =4 Q2 .

ales Literature Your hourly Last updated:4/24/2024 5:09 Customer's hourly Last updated:4/24/2024

i @ AM . oA
Antonio Xitamul investment investment 'L

Marketin,

9 =3 4,1

Make sure Al-generated content is accurate and
sppropriate before using. See terms




Qualify

Develop

Pipeline Management

Unified Activity Timeline

Relationship Sales

Real time communication

Forecasting

Dynamics 365

{1 Home
() Recent
57 Pinned
My Work
Copilot
Yles accelerator
ivities

hboards

Opportunities

Q\ Competitors

Sales Analytics

,§g Sales Acceleration...

Collateral

Quotes

Orders
Invoices
Products

Sales Literature

Marketing

Sales Hub

of Save - New W Collaborate

5 Café A-100 Automatic - saved
Opportunity - Sales Insights -~

L Search

@ Close as won () Close as lost Recalculate £ Seguences

Trey Research
Account

6/28/2024

Sales Process <
Active for 1 mon

Summary Relationship analytics

Qualify

Quotes

Key details

Topic " 5Café A-100 Automatic

Contact [l Alex Baker x £

Purchase timeframe This Quarter

Currency & US Dollar x

Budget amount $80,000.00

Purchase process Individual

Description Supply coffee machines

for their new buildings.

More info

Current situation

The company is expanding operations with
warehouses in different states, now including
cafeterias for employees, requiring the installation of

Customer need

Products

© O

Develop (3 D) Propose

LinkedIn Sales Navigator ~ Related

Up next (G}
&% Accelerate Revenue Generation using Copilot

™ Prepare for meeting using Copilot
Step 3 - Due by 2:00 PM

Prepare for meeting using Copilot.

| ¥ Task | | (©) Mark complete

Call customer and transcribe with Copilot
Step 4

Call customer and transcribe with Copilot,

Analyze call with conversation intelligence
Step 5

Analyze Customer call with Conversation intelligence.

Send a meeting summary

Step 6

Send a thank you email with follow-up tasks and the next steps for
further engagement.

Confirm to close deal

Step 7

Handle negotiations and customer concerns and close deal. Prepare

agreement and documentation.

~ Previous steps

Timeline

}3 Search timeline

IE Word Templates

Est. close date

& Dynamics 365 Sales

New look D Q

$79.500.00 ‘g David Mallory

Est. revenue 5 Owner

o)

Opportunity score (i)

9

A Decision maker identified (i)

Grade A
~* Improving

A Estimated budget is $80,000.00 ()
A Purchase timeframe is this quarter (i)
A Purchase process is individual (7}

Details

This opportunity was scored on /18,

5:39 PM.

Assistant

Motifications

1 reminder

Opportunity closing soon
5 Café A-100 Automatic

Relationship health (1)

AV

T Copilot

Chat

Prepare for "5 Cafe A-100 Automatic Deal”

Here are details to prepare you for
upcoming meeting

Subject: 5 Cafe A-100 Automatic Deal

Date and time: Mon, Jun 24, 2024 from
09:00 AM to 10:00 AM

Connected to: 5 Café A-100 Automatic

Meeting invitees:

Respond 1
Meeting insights:

* This opportunity was opened for Trey
Research on 5/25/24. It's currently in the
Develop stage. The expected close date
is 6/28/24, Alex Baker is the primary
contact. The budget is $80,000.00.
Source
The customer needs cost-effective, self-
cleaning coffee machines to enhance
efficiency and reduce maintenance costs
for their expanding offices.

Source

The customer seeks smart coffee
machines with mobile and Wi-Fi access.
Source

@ Open Meeting  [J

Ask a question about the
/ to reference data

Make sure Al-generated content is accurate and
sppropriate before using. See terms




Qualify

Share product documents and request meeting

= B Ssend Save @

Develop

Save & Close

O Refresh

CE Check Access @ Collaborate m] Attach File g Insert Template

Details Regarding Cafe A-100 Coffee Machine and Meeting Arrangement - Unsaved

Email - Email -

Email Related

Pipeline Management
Unified Activity Timeline

Segoe Ul

Relationship Sales

il

Share product documents and request meeting

~

CZ Insert Signature

B2 Process

Real time communication

lo,

Forecasting

Ope this email finds you well. | want
me for a meeting to discuss further.

The Cafe A-100 Automatic presents a
chance to explore this opportunity witl

Could we schedule a meeting at your ¢
soon.

Warm regards,

David Mallory

< 1ofl >

[ Add details to revise the draft

Start over

ject: Details about Cafe A-100 and Request for Meeting

Length
Short
+ Medium

Long

Tone
Friendly
v Professional
Formal
Privacy palicy

Discard Adjust ~

letails about our Cafe A-100 Automatic product and also request a

hat | believe aligns well with your interests. | would appreciate the

nto the specifics of Cafe A-1007 | look forward to hearing from you

Translate

Sales Literature

documentation.

The company is expanding operations with warehouses in different states,

now including cafeterias for employees, requiring the installation of coffee
machines at these locations.

Marketing

ﬂ Sales

Customer need

~ Previous steps

- b incocact Mok o Al ganarotad cogtantic accuiote ood ooncopiate bofore cing oo tornc
- R STRiEGN ok A fadeantant fa20d, el Handia neguﬁa?uns and customer concerns and close deal. Prepare agreement and

& Dynamics 365 Sales

E Convert To @[ Delete D; Email a Link

Draft
Status Reason

David Mallory  ~~

Owner

Normal 6/18/2024 3:49 PM
Priority Due

a

Email Engagement

@ Recipient Activity will be followed O

Do Not Follow

e Schedule email to be sent at a later time.

Send Later

4 Set a reminder te follow up on this email.

Set a Reminder

Upportunity closing soon
5 Café A-100 Automatic




& Dynamics 365 Sales

Qualify
:: Dynamics 365 e s > FY2024 per quarter

0 See forecast grid history Last updated: 20 minutes ago Recalculate data

Develop
FY2024 per quarter v

Grid Trend Flow O [0 Q2FY2024 (Current) ~ (3 US Dollars v

Pipeline Management « e

shboards User Quota Prediction © Committed Best case Pipeline Omitted

Unified Activity Timeline i

$143,708.00

v @ Kenny Smith (group) () $30,000,000.00 $143,708.00 $143,708.00 $143,708.00 $143,708.00 $143,708.00

Relationship Sales

ners

Real tlme Communlcation counts @ Kenny Smith $12,715.1 312.715. 2% $30,888.00 $30,888.00 $30,888.00 $30,888.00

. ntacts v @ Cameron Evans (group) $12,715.1 715.1 $12.71514 $30,888.00 $30,888.00 $30,888.00 $30,888.00
Forecasting group - 5 3

7
@ Cameron Evans ) $12,715.1 $12,715.14 $12,715.14 oo $30,888.00 $30,888.00 $30,888.00 $30,888.00

o . ) .
Q& Leads @ Cecelia French @ $12,715.1 31271514 - $30,888.00 $30,888.00 $30,888.00 $30,888.00
[] Opportunities .

@ Hilda Cavallari @  $12,715.1 715.1 271514 e $30,88800 $30,888.00 $30,888.00 $20,888.00
2, Competitors

@ it williams @ 127151

@ Malcolm Homer @ $12,715.1

§30,888.00 $30,888.00 $30,888.00 $30,888.00

Performance
£30,888.00 $30,888.00 $30,888.00 $30,888.00

Goals

n v o
o ~ ~
~ ~ ~
o o w
s £ s

@ Millard Lamontagne @ $12,715.14 $30,888.00 $30,888.00 $30,886.00 $30,888.00

b Forecasts

@StanHadden @  $12.715.1 $12,715. 3271514 . $30,88800 $30,888.00 $30,888.00 $30,888.00

@VanceCarrice @  $12715.1 $12,715.14 31271514 . $30,88800 $30,888.00 0,888.00 $30,888.00

H Sales

M A . . £12.715 14




& Dynamics 365 Sales

Qualify

Dynamics 365 Sales Hub L Search New look (@D

= @ Ao publish is enabled.

{ Home

Develop = Save J Save & Close Ba Preview 43 Open in Business Cent... {% Choose Default Busine... 00 Clone O Revise ":\" Retire IE Delete O Refresh Q Check Access
(5 Recent

57 Pinned R
ca  Product: Café A-100 Automatic - saved

My Work Product

@ Copilot Product Details  Product Properties  Additional Details ~ Motes Field Service  Related

Propose Sales accelerator

Activities .
Name Café A-100 Automatic Unit Group o) Default Unit
BMashboards

Product ID Y CAA100AU Default Unit * Primary Unit

Parent Default Price List [& Contoso Coffee Price List %

Product Catalogues ounts

stacts Valid From 01/03/2024 Current Cost $15,380.00

Product Pricing

Valid To 28/02/2027 Standard Cost $15,380.00

PrOpOsa I/ Q uote ds Description The Café A-100 Automatic is the ideal machine for baristas looking for amazingly Decimals Supported

consistent coffee. This machine allows baristas to program desired velumes and
portunities

consistently pull shots at that volume throughout the day. Because the barista no longer Subject

e has to monitor each and every shot, they are given precious time to interact with

customers or perhaps begin another order.

ales Analytics Quantity On Hand

Sales usage reports Q A K PASS FEATHERED
FUN

(GENERAL ADMISSION)

Marketing :

E-El Marketing Lists

=1 Campaigns

93 Quick Campaigns

Collateral

Quotes

Orders

Sales




Qualify

Develop

Propose

Product Catalogues
Product Pricing

Proposal/Quote

Dynamics 365
{ Home

(5 Recent

57 Pinned

My Work

& Copilot

,;357 Sales accelerator

Activities

ounts

ntacts

ds

portunities

fompetitors

ales Analytics

Sales usage reports

Marketing
E-El Marketing Lists
=1 Campaigns

93 Quick Campaigns

Collateral

Quotes

Orders

Sales

Sales Hub

L Search

& Dynamics 365 Sales

New look D

[ Save | v i Collaborate

Cafe A-100 Automatic - saved
Opportunity - Opportunity -

@ Close as won

Close as lost Recalculate

3 Sequences | IE Word Templates

Trey Research - -

Account

Sales Process ¢ °
Active for 2 minutes Qualify

Summary  Products Quotes Field Service  Files

Price list [& Business Central Default Price List %

Revenue User Provided

Group By: | (no grouping) w

+ | Product Name ~~ Properties ™

@ Airpot lite Not Configured
@ Airpot Duo Not Configured

@ Airpot Not Configured

Detail amount £24,440.00
(-) Discount (%)

(-) Discount
Pre-Freight Amount £24,440.00
(+) Freight Amount

(+) Total Tax

Total amount

Related ~

Price per unit ~

Develop

Quantity ~
£349.00
£492.00

£399.00

L
Propose (1 Min)

{~  Add products

Quantity On Hand (Existing Product) ~ Discount ~
20.00000 0.00
15.00000 0.00

25.00000 0.00

Q Check access

O Refresh

Tom Bevan
TNP.
o Owner

O

Est. close date Est. revenue

R

(J Refresh =% Flow v Run Report ™

Extended amount
£6,980.00
£7,485.00

£9,975.00

v




& Dynamics 365 Sales

Qualify

Sales Hub A search New look (@D

- @

Dynamics 365

Develop

Propose

Product Catalogues
Product Pricing

Proposal/Quote

{ Home

(5 Recent

57 Pinned

My Work

& Copilot
Sales accelerator
Activities

Rashboards

ounts

ntacts

ds

portunities

Jompetitors

ales Analytics

Sales usage reports

Marketing
E-El Marketing Lists
=1 Campaigns

93 Quick Campaigns

Collateral

I@ Quotes
2 Orders

Sales

% Try form fill assistance Suggestions will not be saved until you accept them. Review Al-generated entries for accuracy. See terms & Q

i

Cafe A-100 Automatic - saved

Quote
Summary Details Related v

Quote ID* &
QUO-01032-YOT1M9

Revision ID * &

0

Owner *

e Tom Bevan (Offline) x

Name *

Cafe A-100 Automatic

Currency *

& British Pound x

Price List *

[& Business Central Defsult Price List

Company *

SHIPPING INFORMATION

Shipping Method

DHL

Payment Terms

14 DAYS

Freight Terms

Save J Save & Close

New ]E Delete O Refresh

PRODUCTS

Group By: | {no grouping)

v | Product ... | Proper.. » | Price Per... *v
> Airpotlite NotC.. £349.00
> AirpotD.. NotC.. £499.00

> Airpot Mot C... £399.00

Detail Amount £24,440.00
(-) Discount (%)

(-) Discount
Pre-Freight Ameount £24,440.00
(+) Freight Amount

(+) Total Tax £0.00

Total amount £24,440.00

Q Check Access

5 Export to PDF

Quantity | Quantity On Hand (E...

20.00000

15.00000

25.00000

0.00

0.00

0.00

Disca...

iﬁ Collaborate

v

A= Lock Up Address

| Add products

Extended A..
£6,980.00
£7,485.00

£9,975.00

D Activate Quote

© Get Products

£24,440.00 - -

Total amount Effective from Effective to

SALES INFORMATION

Opportunity

Potential Customer

DESCRIPTION

RECENT QUOTES

MNew stuff

Draft
£0.00

Cafe A-100 Automatic
Draft

£24,440.00

Headsets

Accept all suggestions

[ Share -

In Progress
Status

[1 Cafe A-100 Aut... X 0O

4 Trey Research x 0

Lo

&




& Dynamics 365 Sales

Qualify

Dynamics 365 Sales Hub L Search New look (@D

i Save = New @ Collaborate @ Close as won Close as lost Recalculate E Sequences a4 LE Word Templates Q Check access O Refresh

Home

Develop

Recent

Cafe A-100 Automatic - saved Trey Research  --- - Tom Bevan
TNP.
Account Est. close date Est. revenue o Owner

Pinned Opportunity - Opportunity -

© © 4 O)
Sales Process
Active for 8 minutes < Qualify Develop Propose Close (< 1 Min)

Copilot .
. . . i EE X

Summary Products Quotes Field Service  Files Related ~ Active for less than one minute

ropose Sales accelerator

Activities

Complete final proposal Completed

Dashboards Present final proposal completed in Report

] QuotelD~ Name T+ Status Total amount ~  Effective fr Confirm decision date - On~

Customers
Account [ Quo-01082-Y0T1MS9 Cafe A-100 Automatic Active £24,440.00 send thank you Completed pa 2157
ccounts
File de-brief Completed

<

Contacts

ds

Rows: 1
portunities

Final Proposal petitors

Order [

s usage reports

Marketing Lists
=1 Campaigns

93 Quick Campaigns

Collateral

Quotes

Orders

Sales




Qualify

Develop

Propose

Final Proposal

Order

Create Order
Use this quote to create an order.

Status Reason * Won

Date Won * 1471042024
Description Boooom!
Close Opportunity * Yes

Calculate actual revenue  * ygg
from quotes

Cancel

@ Dynamics 365 Sales




Qualify

Develop

Propose

Auto Order Creation &
Order Processing

é

Dynamics 365 Business Central

Sales Order

101654 - Trey Research

Home  Prepare  Print/Send  Request Approval  Order

% Split Master Order

&l Stock Information Uy Shipping Status [ Post... |~

General

Report

Synchronise Actions Related ~  Automate - Fewer options

D Release |~ E—?- Create Inventory Put-away/Pick... [& Sana Commerce

ﬁg Create Warehouse Shipment Tﬂ Archive Document I_El—:s Create Sendcloud Shipment

Dynamics 365 Business Central

RO, Environment
MUS' production

" Saved

== Add Shipping Costs

@ Details ) Attachments (0)

Show more

Customer Name |Trey Research

Due Date | 18/09/2024

Quote No. 1184

nHanced Information

Requested Delivery Date |

A nHanced FactBox

Contact |Jack Creasey

Ao

External Document No.

|CAFE A-100 AUTOMATIC

Document Date |04,109j2024

Status Open

Posting Date |04,’09j2024

Attachments

VAT Date |04109j2024

& Attachments
EE Checklists

5% nHanced Fields

Master Order No. M-00821

Order Date |04,‘09,f2024

Lines @ Manage Line Order Sana Comme

= New Line X Delete Line & select items...

Catalogue
Code No.

SP-SCM1009
SP-SCM1011
SP-S5CM1008

Subtotal Excl, VAT (GEP)

rce

Variant Code

° Show Lines with Issues | ~

*, Suggest sales lines

Item Reference

Purchasing
No. Description

Location Code Code
Airpot WHITE
Airpot Duo WHITE
Airpot lite WHITE

24,440.00 Total Excl. VAT (GEP)

nv. Discount Amount Excl. VAT (GBP)

0.00 Total VAT (GEP)

= nHanced Record Change

# nHanced Views

5t Process History

1

Import
Import a file by dragging here or click to

Order info

Current Rebate

amount Total Amount | Total Oty
Rebate

Target Met schemes

24,440.00

4,688.00




Customer
Insights Data

Customer
Insights Journeys

" Segmentatiﬁ
v
* Omni-Channel
-

. Leah
v
.Relationship Sa|i

Orders







Service

365 Customer Service

-

365 Contact Center




0 365 Contact Center

Omni-Channel
Engagement

R —— SANDBOX ¢
Any inbound communication

(Customer, Partner, Vendor or Staff) Customer support overview
t started

Provide cross-channel support to customers on issues with user management, workstreams, queues, routing, case settings and customer

Channels Including Voice, o settings.
Chat, Emall, SMS and SOClaI Search admin setti...
M e d Ia | Guided channel se.. . ;~ ;sael:ar;earc‘zgtec::?er:‘ser\lice representatives and their skills, capacity, and roles.
Smart Agents (Al) to assist ustomer support ot

Users Skills Capacity profile
7 5

H H Z 1372
with understanding caller Overview ’
intent — Including IVR to User management
route calls and chats Al Agents  Channels
. t | | tl Channels Adding channels to your support offering is a powerful way to provide personzlized service to customers on the channels of their choice.
intelligently ’
Intent ;
Cenes <. Record Chat Messaging Voice
Routing
Workstreams
. Queues
Case settings Organize, prioritize, and monitor the progress of your work.
=\
Customer settings T
Advanced queues Basic queues
22 1653
Support experience
Overview
Workspaces 5 Routing
A Use routing rules to route work items to the right representatives at the right time, without any manual intervention.
Productivity q—’
R
Knowlecoe Record routing Routing diagnostics Basic routing rule sets
3 3 0
Collaboration = =
Operations
- . ., Workstreams
3 Overview “ A collection of settings, including channel setup, routing rules, work distribution, and bots.
&f  Insights ‘\
£ ralandsre *lb Record Chat Messaging Voice

D25



Omni-Channel
Engagement

-
L

PN Multi-Session
Management

Screen popping to the
relevant contact

Manage Multiple Enquiries
at once

Easy Access to Related
Information

One Central Application

Dynamics 365 Customes Semice workspace

Lughely porsve

Nas Gibbs 15 mponng
coffee deirary an

Good moening may. My rame 5 Matthias

Let me St apclogze for the maox op = your
coffes delbvery, I'm not & fan rk romt

COMesd aither. Lt me see what | Can 90,

Tharks Matthas

™ seeing that your last orcer of light biend
was ed L35t week The order number
QR 123, is that cormect?

OF, ook Hoa the fufiliment cecter shipped
t 1he wrong Order. Give ma 3 second 1

560 how 50 Con

Soarch

Customer Summary Knowdedos artiche

New Conversation

Convenation  Customes vammary

Dotaits

Bl Mae Gibbs

e Mae Gibbs

Bellevie
Mae gta G fatvkam com

Phone

Conversation summary
Call content  Visitor getads

s5se Category
Incorrect coder delvery

Membesship

Cookes

Bhote rumber

=1 465 198 12002

Conversation detals
Voice call
10 secs
Coffee Order Exchange

9/14/2020 30 AM

S Incorrect onder delvery

° Incorrect order delivery

Order Dxchanges
Normal

Active

Timelion

o 365 Contact Center

2 on INCOmect crder dolvery
by Conteso Cotfee's P fo

Note moditied by Matias Lead

Note modihed bry Matas Lead
for Contoso Laght Bk

Fhaone Cail from Alex Allman
at

Task comploted by Alex Allman

Auto-pont on Goid status upgrade

aa Creatad by Drew Ferch for Contadt

Auto-p 0 Ingquiry for cotfee deliver

Cxe Orew Ferch




Omni-Channel
Engagement

Multi-Session
Management

.‘:II Scripts & Actions

Follow Simple Scripts for
consistency of service

Action Workflows and
Automations

Threaded Scripts allowing
multiple queries/customer
journeys in one interaction

~

Omnichannel for Customer Service

You, 9:48 AM

Hi Clay! Hope your are doing
good today. I've got your request.
Just allow me sometime to access
your account to process it.

‘"\How much time does

You, 9:48 AM

st 2 more mins. I'm almost there.

elping me once done.

Plofier has ended the conversation

ic message...

Internal

Customer Summary Knowledge article ...

Home loan address change

Conversation - Customer summary

Details

Search customer Clay Roddy

Account
Clay Roddy
7> Contoso Pvt Ltd

% 1425-882-8083

Do

Conversation summary

Pre-chat survey  Visitor details

No pre-chat survey found

Conversation details
Engagement channel  Live Chat
Waiting time 7 secs

Skills Home loan

Queue Users Q

+

Searchissue &2 Home loan address change

Case
Home loan address change

Seattle
=~ Normal

= Active

Recent Cases

Growth Interest

e CAS-01002-T3G5V7

Normal

o 365 Contact Center

Linked records ~ Case

Timeline

Enter a note...

Auto-post on Demo ...
Case: Created by Kenny for Contact ...

1/6/2020 b3

Save

Agent scripts

Home loan

> update address online
> credit card transaction fee

> update address manually

Welcome to conversation

Welcome to Contoso. Thank you for
contacting us. My name is Kenny Smith.
How can i help you today?

> Greet customer

> Verify customer

> Increase cash withdraw limit

> Search and share article

> Take note




0 365 Contact Center

Omni-Channel
Engagement

Customer Senice workcpace SANDBOX ¢

Multi-Session

- Ilii Teams chats
M an age m ent & Customer Summ... ¢ RT-SEIZCAS-00.. A2 Richard Tough

Chat

Transfer Consult

& [@ CopyURL ~ Chats connected to +447563853472: DEM(}

®.l Scripts & Actions New Conversation

(1) Pause recording and transcript
Details * Other chats ©

Yes, it's RG. 7 :
e e} Presales Midweek Check-in
Andre: Hey guys some of us are together fi

CO ” a bo tl on & v ‘ Search customer  [Rl Richard Tough % Searchissue S RI-SEIZCAS-0084123 X O Linked records Case Richard Saunders

C RS s
: Richard Tough » Hope you got the invite from Suffolk ok
Knowledge

Customer Details ichard Tough & Edit - . CXM Weekly All-hands Call
Timeline d
App added

<

Technical Presales

¥ 4 tancy o} e
Gompany Name QPO Nodes Consutancy A Search timeline Contact Centre workshop 2
-C9B4L9 ‘ Scott: contactengine-leavebehind-generic-J

Embedded Chat USlng s Email =2 Send email & Enteranote..

3 &) Andrew McMenamin

M iCI’OSOft TeamS Wo You: 'l call you now

Mobile Phone zure case with lots of information & Highlights
eedback on the line. Contact User Day

Customer Support | experience. Is there st o W ciiind V' Recent Yous Be it you 25 so0n 25 can - st o
Swarm|ng e Q, 07563853472 ﬂ Modified on: 08:55 : Eé]ez‘on‘s'tr'artiorr‘\k-’SL‘Jpplier1

» 7 Preferred Method of Co.  © 9 Hyacinth Grove Bracknell RG425AY = V::;e‘a" from: 2 Richard Tough , et hank o

nt Transfers & Agent IS Show more e RT - SEIZ CAS - 0084123 & ?pc: j;i?

ut for assistance regarding a 3

CO nsu |t Fa Cl | 1ties se number 0084123. The Corersation datits View more Dan Coupland
filrequested the customer's @ You: Hi Dan, sure thing - | have the PDS (Al

/ i : & sh : ¢& Auto-poston - - : e T
omer provnded part of their oW more Mgh_(Avallab!e) [} uto-post on Case RT - SEIZ CAS - 0084123: Ravikiran Mistry

K Wled g e Art| CI es fO r q u |Ck / ssed frustration about receiving 16/04/2025 23:41 b You: Nott - That's what | really need to foc
o

n the line and asked if there was Pre-chat survey ~ Phony RT - SEIZ CAS - 0... was assigned to Richard Tough

q e W/Com p | al nt I'eSO |Ut|0n ey could speak to. by Richard Tough Contact Center Team

Mark: Hey. Cancelled our meeting for the §

Phone Number to-post on Case RT - SEIZ CAS - 0084123:

- 07/04/2025 12:13 Seminar - 1 & 2
% _eﬂq—op Sa0e0

Case created by # Portals-N4CC - ... for Account

t may be incorrect. Make st
bnd appropriate before using. .
Details No data available. Northwind Traders A B CXM Architects - Node4
A new video was uploaded to the Microsoft Po

Engagement channel  Voice call




0 365 Contact Center

Omni-Channel
Engagement

Customer Service workspace P search S A N D B OX Q + Y &

Multi-Session
Ma nagement ice.. %= Omnichannel ong... ¥ Forecast - Insights @& Omnichannel... X

Hiting [ Checkout default report = Bookmarks _ Update Bookmark

. . i Last updated
Pngoing conversation Agent  Voice Backlog conversation () Pause updates 2;;04;20;5 09:02:33

.‘jll Scripts & Actions

Incoming Conversations in Longest wait time Avg. speed to answer Abandoned rate Ongoing conversation Avg. handle time Service level (60 sec)
conversation queue

(Blank) 00:02:50 33.3% 00:00:21 0.0%
o Collaboration &

Knowledge

Conversations over time Ongoing conversations by status First response time by queue

Queue Avg. first response time (h

Reporting

Call / Chat Session
Summarisation 0

H Show more
Call Transcripts i
Ongoing conversations by channel Ongoing conversations by queue Agent availability status

Sentiment Analysis ®0pen ®0pen & G

@ Active - Awaitin... @ Active - Awaitin...

Agent Productivity WPCife Kb ML e

@ Waiting

Contact Center Statistics s

Voice call SD_Bree...

Al Agent Query Handling &
Accuracy Reporting




Service

®" 365 Contact Center

365 Customer Service




¥ 365 Customer Service

- Contact Record
Management

Customer Service Hub SA N D B OX Q + Y @

Centralised VieWS Of < My Cases* B9 showAs ~ [l ShowChart -+ NewCase [i] Delete ;) Refresh  : @ Editcolumns | 7 Edit filters
Contacts, Enquiries & Cases

Ask about data in table. Use / to reference other data. L] Owner: Me X

360 View of Records &
Interactions

Case Title v [ case Number v~ &  HE (Case) Subject* v &= Priority v [& Modified On | v

SS - FORF CAS - 8987868 CAS-01023-W6X3S0 Simon Smith ' High i 17/04/2025 00:46
CM - TAX CAS - 3405666 CAS-01046-B3G1LS Chyanne Mwangi ¢ Normal i 17/04/2025 00:45
RT - SEIZ CAS - 0084123 CAS-01024-C9B4L9 Northwind Traders ¢ Normal 17/04/2025 00:31
JG - SEIZ CAS - 20250412 CAS-01049-Q0Q1P0 Jon Gashi i 16/04/2025 23:41
KR - CONF CAS - 473495 CAS-01042-R5T6W6 Kim Rocha Normal i 16/04/2025 23:41
KM - CONF CAS - 58747 CAS-01054-N7Q1D8 Kevin Martin Normal i 16/04/2025 23:41
CAS-01086-N1P3Y8 Avery Howard i 16/04/2025 23:41

DW - CIVIL CAS - 4578499 CAS-01044-Y1KIT8 Daniel Weightman 16/04/2025 23:41
CV - FORF CAS - 2452252 CAS-01041-M8V5P4 Cacilia Viera i 16/04/2025 23:41
Akram Test 32 CAS-01081-J2Z1G2 Trey Research i 16/04/2025 23:41
ASH - SEIZ CAS - 24328 CAS-01029-R6T5Y2 Alpine Ski House i 16/04/2025 23:41
FC - CONF CAS - 1300897 CAS-01050-X6G3M9 Fourth Coffee i 16/04/2025 23:41
JSmith-CONF-002433 CAS-01006-R2M7X5 Jane Smith T i 16/04/2025 23:23
RV-SEIZ-012345 CAS-203949-123 Jon Gashi g i 16/04/2025 16:28
JS - CONF CAS - 002949 CAS-01006-R2M7X5 Jane Smith 16/04/2025 15:07
4 tonnes CAS-01019-W1T6H3 Scott Daley G 10/04/2025 11:49
D 20 tonnes please CAS-01010-J6Q3Y9 Scott Daley G 10/04/2025 11:49

g 10000 bricks please CAS-01013-H9B2X8 Scott Dalev G 10/04/2025 11:49
Rows: 1-180f 18




¥ 365 Customer Service
’ Contact Record

Management

I65 | AR Case Mansgement SANDBOX ¢

’ E E save @ Ssave&Close ™ Save & Route ) Refresh = Mew Convert to Work Order [} Resolve Case [ Cancel Case A, Assign [ Add to Queue B Queue Item Details
~ase

Processing
5. JG - SEIZ CAS - 2049860 - unsaved In Progress

Case - ARIT Case ~ Status Reason

General Case Type Detail  Investigation(s) Timeline/Calendar  Assets Notes and Article  Evidence (Documents) Related

Standardised Business
Process Overview

_ SLA Timers Last update: 26/01/2022, 13:21:27
SLAs and Case Timers Case Title " JG-SHZCAS - 20..

Escalations e Seizure/ Forfitre 0 First Response By KPI 0 Resolve By KPI

0357 P
Subject Type @ Parsan 03h:57m 07d 20h

Main Subject * [A JonGashi x

Criminality Level NIM Level 2 Case Number D Cas-01104-HENEIE MOU in placa No

C. Referral Dat: 5 tive C; Yes
ase Referral bate 15/04/2025 [ ensiive tase D Agency & Authority Stakeholders <+ MewConnection () Refresh

Start of investigation 31/08/2025 [E v | Connected To T

Date of Amrest 5|

B

Case Subject Bankrupt No .
¥ P @ No data available.

Referred to Civil Recovery @ No

Concurrent Civil Action @ No

Case Subject(s) - Organisations & Contacts

External Agency Information

B  Add Existing Contact
LEA Archive Ref Na. LEA-ARC-012554 Parent Case

[J  FullName T~ Company Name ~
Responsible Contact - 0 Case Type (Original)




- Contact Record
Management

’ Lase

Processing

’Strvice

Reporting

Personalised Dashboards &
Activity Management

Strategic Reporting

Identifying Critical Issues &
Common Topics

365 Customer Service Hub

& Er savehs |- New ' SetAsDefault () Refresh all

Customer Service Performance Dashboard

Active Cases

Cases by SLA Status Over Week

CountAll (Casa)

& F &
4 §
& Q\\r:" 9\0’ @\s" &

L2

A 6 & &
& ¥

4k
n§\°

o

2

. IIIIIII IIII
& P
o

& &
b 5

o5 o
4

& &
§
R

Day (Created On)

Active Cases

Case Mix by Incident Type

100
50

B0

o
&

¥ 365 Customer Service

Active Cases Active Cases

Case Mix (By Priority) Active Cases by Agent

0

CountAll (Casa)
w
&

CountAll (Casa Title)
N
5

o
5
4

(blznk)
Priority

All Cases Resolved Cases

Case Creation Trend Case Resolution Trend
4






Many Options - Comprehensive Solutions

Dynamics 365 Customer Engagement

Customer
Insights
Fabric and 2 Sales
Power Bl
Field Project
Service Operations
Customer [ Contact
Center

Service




) What's new in
j Business Central?

i Glastonbury Stage - Conference Theatre

13:30 - 14:10

Please rate all s

@ Gemma Mooney
Noded

What are the new features in Business Central

that our team are excited about? Learn what's
been added by Microsoft and what they're
planning to add to our favourite product.

Iet us know how we did Add rating

)25



\

‘. Richard Tough m Ravikiran Mistry
f - licrosoft Evangelist ﬂ W Solution Architect

bes
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