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Pleased to meet you...
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Sy Nayman

Director, Microsoft D365 Marketing Solutions

Prescribes and leads change in technology, people and processes so
businesses can drive relationships online and at scale.

Katie Schafer

Director, Consumer Product Solutions

Dynamics 365 product expert, focused on Microsoft D365 consumer
solutions.
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Customer expectations have changed

B 64%
% 20%
& 40%*
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of customers will buy
from socially
responsible brands

Increase in customer
preference for _
contactless touchpoints

of consumers have
increased digital media
usage across desktop,
mobile, social & streaming
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Meeting digital customer expectations

Brand Offer consumer

L

Right offer, right time, right person is unlikely,
even with keyword matched ad media and message automation.

Big business is also competitive online: B . —
4 Amazon, Walmart, Best Buy RSM



Meeting digital customer expectations

Brand Offer consumer

The offer can be timely and relevant
when intent is known and the offer is targeted.
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Payout from personalization, timeliness and relevance

Brand Offer consumer

<> ¢ )
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The offer can be timely and relevant when intent is known and targeted.
Transaction history can personalize the offer for increased relevance.
Media attribution of transactions can target the message channel.
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Customer experience is enterprise wide

Distribution
logistics

E-commerce
shopping cart
relevant offer

Direct Sales,
experience
Marketing
relevant
promotion
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. Customer
Customer Service LIfeCyCIe
retention,

upsell, reviews
experience

Product,
Unboxing
education
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Barriers to executing right message, time, place and person

oS0 Customer data sets are siloed.

X A ¢ Systems of action are separated from customer data
%&)é and normally operated from multiple departments.

Management of lists, segments and queries has
= required mature process and data talent across
departments and lines of business.
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D365 Customer Insights and D365 Marketing

Data Insights Action

: RSM
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Data sources and data connections

Point of Sale

Loyalty

Web page visits

Mobile application events

Social link clicks

Dynamics 365 Customer Engagement, e.g.,

Customer :

- '
ol
X & 2

Dataverse

10 RSM

© 2021 RSM US LLP. All Rights Reserved.



Customer Insights
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Home

Customers

Segments

Measures

ntelligence

Data

Data sources

Entities

Unify

Enrichment

Activities

Relationships

Exports

Admin
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Choose your import method

O Connect to a Common Data Service

Data sets in the Common Dat

Data stored in an online se

Provide a name to identify your data source.

Save data source as: *

tored in a differa
e, you agree t

Enter a name, starting with a letter (e CustomerData2020)

Start with a letter. Use letters and numbers only, and don't use more than 84 characters
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Customer Insights

Home
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Customers
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Segments

Measures

O N

Intelligence

B Data

I Data sources

Entities

Unify

Enrichment

Activities

Relationships

Exports

Admin
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All categories File

Database

Data sources
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Excel workbook
File

Parquet
File

Access
Database

Impala
Database

SAP BW Application Server
Database

Sybase database
Database

Azure Data Lake Storage Gen2
Azure

Azure Tables
Azure

SharePoint Online list

COnline services

Odbc

D Other

Web page
COther

Power Platform
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Power Query - Choose data source

Azure Orline services

Folder
File

SharePoint folder
File

Amazon Redshift
Database

MysSaL database
Database

SAP BW Message Server
Database

Teradata database
Database

Azure HDInsight Spark

Azure

Microsoft Exchange Online
Online services

Active Directory
Other

SharePoint list
Other

Common Data Service
Power Platfarm

Other
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JSON
File

Text/CSV
File

Google BigQuery

Database

Oracle database
Database

SAP HANA database
Database

Vertica
Database

Azure SQL database
Azure

Salesforce objects

Online services

FHIR

Other

Spark

Other

Blank table
Other

e

Environment
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PDF
File

XML
File

IBM Db2 database
Database

PostgresaL database
Database

SaL Server database
Database

Azure Blobs

Azure

Azure Synapse Analytics (SQL DW)

Azure

Salesforce reports
Online services

OData
Cther

Web API
Other

Blank query
Other

Cancel



Customer Insights
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Sybase database
Database

Azure Data Lake Storage Gen2
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Azure Tables
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Web page
COther
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Power Query - Choose data source

Azure Orline services

Folder
File

SharePoint folder
File

Amazon Redshift
Database

MysSaL database
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SAP BW Message Server
Database

Teradata database
Database

Azure HDInsight Spark
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Microsoft Exchange Online
Online services
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Customer Insights
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Upstream data architecture: ETL, data staging

On-prem / 3 Party Cloud /
SaaS

Master Data Mgt.

ERP

E-commerce

15
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Raw Data

>

Dynamics
Marketing

Dataverse

L4

Transform Pipeline
(e.g., Azure Data
Factory)

3

Data Lake
(ADLS gen. 2) r-

Dataverse

Folder

~

©

Insights Analytics in
Blob Storage

Connect to a CDM Folder

AAzu re

Dynamics 365 Customer Insights ‘
Audience Insights

Unified Profiles EREREE

& Activities Measures

Segments

Supporting Entities
Al/ML Models

Managed Data Lake <i

Export
Connectors
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Upstream data architecture: spoke off data warehouse

Data

_ rd
On-prem / 3 Party Cloud / Warehouse

SaaS

i Dataverse

Data Lake Folder
(ADLS gen. 2) r-

1
Master Data Management i
1

E-commerce

Connect to a CDM Folder

Unified Profiles EREREE

& Activities

Supporting Entities
Al/ML Models

Managed Data Lake <i

AAzu re

Dynamics 365 Customer Insights ‘
Audience Insights

Export
Connectors

Ny, Dynamics -~
'/ Marketing \Q

Insights Analytics in
Blob Storage

Real Time

Event Listener

Dataverse

Mobile Application

ERP
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Upstream data architecture, example

Contract

Contract, Service,
Merchandise

Financing

D365 Customer Engagement

D365 Sales

Docqu’»_

D365 Marketing, Email, SMS

* @® twilio
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AAzure

= Dynamics 365 Customer Insights ‘
h Audience Insights

Stored Procedures

Unified Profiles Enrichments

& Activities Measures
Segments
Supporting Entities

Al/ML Models

: Dataverse
Integration <i
application RRIR folders

Connect to Dataverse Folder

Export
Connectors

Managed Dat <i

Data Lake
(ADLS gen. 2) r-

A

Dataverse

f Power BI

Customer-centric
Reporting and
Analytics

OA ]

Google Ads RS M



Customer Insights footprint

Internal | External
fe
Contacts Partner data [I_ll]
. L
E ‘.’E Power BI Mobile 5
POS Events
® n ) . &
Cases Loyalty o Power Automate
N e O
Campaigns Geo — [O:'] Social =
@ = v PowerApps
Web WiFi L ) ®
g < ‘g]] : Bots
=
Office 365 Social Z i Marketing
. '®) Enrich [ )
[ L in] Segment In-person MR
Mobile LinkedIn O

o
Y

Usage Process optimization Internal &

and automation

external
destinations

N

------------ Data Unification Insights Action -eeneee




D365 CUSTOMER
INSIGHTS, D365
CUSTOMER
ENGAGEMENT
MARKETING

Demonstration Sequence
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Data sources and data connections

Point of Sale

Loyalty

Web page visits

Mobile application events

Social link clicks

Dynamics 365 Customer Engagement, e.g.,

Customer :

- '
ol
X & 2

Dataverse
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Data unification: map match merge

1. Specify how to combine your data
sets into a unified customer profile

v

0"
J'gg o 2. Match the ‘primary key’ from one
¢ o

entity to the primary key of the other

S vy entities N
0:.' ’ 3. Define rules and precision level to
match the entities into a unified

customer
 Name + email or name + telephone
e ‘Dan Marshal’ vs ‘Dan Marshall’

2 RSM
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Insights and enrichment

« Audience insights, behavior as a data service
-y &+ Dataenrichment, 3" party data sources
; j « Al churn and next best offer

2 RSM
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Action, campaign orchestration

e Digital
« Marketing campaign trigger
e Customer service
o Sales activity
 Events
« Omnichannel
e Emall
« SMS
» Targeted display ad
* Mobile application push

Action

23
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Merge D365 Marketing Engagement to Customer Profile

Tracked engagement

Email, server response,
cookie

Web visit, cookies

Web form, form event

Mobile application,
event listener
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>

Dynamics
Marketing

Dataverse

Dataverse
Folder

r

Connect to a CDM Folder

~

©

Insights Analytics in
Blob Storage

AAzu re

Dynamics 365 Customer Insights ‘
Audience Insights

Unified Profiles EREREE

& Activities Measures

Segments

Supporting Entities
Al/ML Models

Managed Data Lake <i

Export
Connectors
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QUESTIONS

AND ANSWERS




THANK YOU FOR
YOUR TIME AND
ATTENTION




RSMUS LLP

30 S Wacker Dr.
Suite 3300
Chicago, IL 60606

+1 800 274 3978
rsmus.com
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