The Microsoft
Toolkit for every Customer Stage

Microsoft places productivity and profitability at the centre of every
innovation. Dynamics 365 delivers on that with a complete set of
business tools that raises the game for CRM and gives businesses a
serious competitive advantage. Here’s a rundown of the tools
available right now.
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1

TECHNOLOGIES

CRM

Engage & nurture leads leads

MARKETING
AUTOMATION

Making potential clients aware of who you are through inbound
marketing is great but where do they go from there? Dynamics 365
has a whole host of tools that can help you keep your prospects
engaged with your business, score each lead’s status and nurture
them all the way to the point of sale.

2

Build better relationships around leads

CRM

Seamless integration with Yammer and with Skype for Business lets

SKYPE FOR
BUSINESS

stakeholders collaborate more effectively. Talk, create groups, make

YAMMER

notes, and contribute important details that are in one place and
visible to everyone for a clear picture of what’s happening.

3

CRM

Manage your projects with your customer

PROJECT
SERVICES
PORTAL

With Dynamics 365, you can create portals for your customers to
self serve information 24 hours a day, 7 days a week. Whether it’s

POWER BI

for project management or customer service, being able to get
answers when they want them is a real competitive advantage.

4

Automatic feedback

CRM

Voice of The Customer surveys are now included with every level of

VOICE
OF THE
CUSTOMER

licensing for Dynamics 365 and can be automated to go out to
customers at relevant points in a relationship, transaction or project.
Low feedback scores can be automatically detected and provided to
account managers to help resolve any issues as quickly as possible.

5

CRM
CRM

24/7 ongoing support

KNOWLEDGE
BASE

The same tools outlined above continue to serve your customers

PORTALS

ongoing support with portal delivered self serve information, bots
that can search the knowledge base for you and automated

VOICE OF THE
CUSTOMER

feedback surveys that can prioritise attention whilst generating

BOTS

more data intelligence for product and service improvements. The
Single Customer View brings it all together in ways that let you make

YAMMER

fully informed decisions in minutes instead of days.

FAST USER ADOPTION

CUSTOMER SELF SERVICE
WEB PORTALS

AUTOMATIC SALES
REPORTING

30% reduction in training
time for new
customer service agents

81% increase in use of online
forums and communities
for self-help

Increase sales productivity
by 15–20%

- Microsoft Case Study:
nTelos Wireless

- Kate Leggett, Customer Lifecycle Journey,
Forrester, December 2015

- Microsoft Case Study:
Kennametal
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