
An Introduction
to the Dynamics 365 Application Suite 



When is it the right time 
to Adopt Dynamics 365 
Customer Engagement?

How can I Enhance 
Business Central with 
Dynamics 365 for Better 
Customer Engagement?

Which is better, Customer 
Engagement, 
PowerPlatform or Business 
Central?
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Customer Data 
Aggregations

365 Customer Insights

Unify - Map, match, Merge, & 
dedupe

Spot Activities, like 
Transactions, Purchases or 

Returns
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AI

Enrichment & predict intent

Customer churn prediction

Lifetime value

Recency, frequency, value
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Customer Data 
Aggregations

AI

Segmentation

Create Measures

Create Segments based on 
the available data

Demographic, Firmographic 
& Behavioural

365 Customer Insights



Customer Data 
Aggregations

AI

Segmentation

Omni-Channel 
Communication

Journeys :

SMS, WhatsApp, Email & 
other channels

AI - Optimise channel based 
on customer recent 

engagement  
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Qualify

Lead Scoring

Lead Qualification

Sales readiness with Copilot
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Dynamics 365 Business Central
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Auto Order Creation & 
Order Processing
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Close

Order
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365 Contact Center
Omni-Channel 

Engagement

Any inbound communication 
(Customer, Partner, Vendor or Staff)

Channels Including Voice, 
Chat, Email, SMS and Social 

Media

Smart Agents (AI) to assist 
with understanding caller 

intent – Including IVR to 
route calls and chats 

intelligently  

365 Contact Center



Multi-Session 
Management

Screen popping to the 
relevant contact

Manage Multiple Enquiries 
at once 

Easy Access to Related 
Information 

One Central Application 

365 Contact Center
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Multi-Session 
Management

Call Scripts &   Actions

Follow Simple Scripts for 
consistency of service

Action Workflows and 
Automations

Threaded Scripts allowing 
multiple queries/customer 
journeys in one interaction

365 Contact Center
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Engagement



Multi-Session 
Management

Call Scripts &   Actions

Collaboration & 
Knowledge

Embedded Chat using 
Microsoft Teams

Customer Support 
Swarming

Agent Transfers & Agent 
Consult Facilities

Knowledge Articles for quick 

query/complaint resolution  

365 Contact Center
Omni-Channel 

Engagement



365 Contact Center

Reporting 

Multi-Session 
Management

Call Scripts &   Actions

Collaboration & 
Knowledge

Call / Chat Session 
Summarisation

Call Transcripts

Sentiment Analysis

Agent Productivity

Contact Center Statistics 

AI Agent Query Handling & 
Accuracy Reporting

Omni-Channel 
Engagement
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Contact Record 
Management

Centralised Views of 
Contacts, Enquiries & Cases

360 View of Records & 
Interactions

365 Customer Service



Contact Record 
Management

Case          Processing

Standardised Business 
Process

SLAs and Case Timers

Escalations

365 Customer Service



Contact Record 
Management

Personalised Dashboards & 
Activity Management

Strategic Reporting

Identifying Critical Issues & 
Common Topics

365 Customer Service

Service          Reporting

Case          Processing
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Many Options - Comprehensive Solutions 
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Please rate all 
sessions

let us know how we did



Richard Tough
Microsoft Evangelist

Ravikiran Mistry
Solution Architect
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