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Pleased to meet you…
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Prescribes and leads change in technology, people and processes so 
businesses can drive relationships online and at scale.

Sy Nayman
Director, Microsoft D365 Marketing Solutions

Dynamics 365 product expert, focused on Microsoft D365 consumer 
solutions.

Katie Schafer 
Director, Consumer Product Solutions
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Customer expectations have changed
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64% of customers will buy 
from socially 
responsible brands

20% Increase in customer 
preference for 
contactless touchpoints

40%+ of consumers have 
increased digital media 
usage across desktop, 
mobile, social & streaming
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Meeting digital customer expectations
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Brand ConsumerOffer

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

Big business is also competitive online:
Amazon, Walmart, Best Buy
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Meeting digital customer expectations
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Brand ConsumerOffer

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
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Brand ConsumerOffer

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
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BUY OWN

Direct Sales,
experience

E-commerce 
shopping cart
relevant offer

Customer Service
retention,

upsell, reviews
experience

Product, 
Unboxing
educationMarketing

relevant
promotion

Distribution
logistics

Customer
Lifecycle
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Barriers to executing right message, time, place and person

Customer data sets are siloed.

Systems of action are separated from customer data 
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
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Data                         Insights                     Action
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Data sources and data connections
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• Point of Sale
• Loyalty
• Web page visits
• Mobile application events
• Social link clicks
• Dynamics 365 Customer Engagement, e.g., 

Dataverse

Sales Customer 
Service Marketing
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Upstream data architecture: ETL, data staging
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Data 
Warehouse

Upstream data architecture: spoke off data warehouse
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On-prem / 3rd Party Cloud / 
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ERP

Mobile Application

Master Data Management

E-commerce

C
on

ne
ct

 to
 a

 C
D

M
 F

ol
de

r

Unified Profiles
& Activities

Dynamics 365 Customer Insights 
Audience Insights

Supporting Entities

Enrichments

Measures

Segments

AI/ML Models

Managed Data Lake Ex
po

rt 
C

on
ne

ct
or

s
AP

I

Data Lake 
(ADLS gen. 2)

Dataverse
Folder

Insights Analytics in 
Blob Storage

Scheduled
Exports

Dynamics 
Marketing

Dataverse

Real Time
Event Listener



© 2021 RSM US LLP. All Rights Reserved. 

D365 Customer Engagement

Upstream data architecture, example
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D365 Sales

D365 Marketing, Email, SMS

Co
nn

ec
t t

o 
Da

ta
ve

rs
e 

Fo
ld

er

Unified Profiles
& Activities

Dynamics 365 Customer Insights 
Audience Insights

Supporting Entities

Enrichments

Measures

Segments

AI/ML Models

Managed Data Lake Ex
po

rt 
Co

nn
ec

to
rs

AP
I

Data Lake 
(ADLS gen. 2)

Raw Data
Dataverse
folders

Stored Procedures

Integration 
application

Customer-centric 
Reporting and 

Analytics

Power BI

ERP

Financing

Contract

Contract, Service, 
Merchandise

Dataverse



© 2021 RSM US LLP. All Rights Reserved. 

Customer Insights footprint

Conflate

Map  
Match  
Merge

Enrich
Segment

Analytics

AI & ML
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D365 CUSTOMER 
INSIGHTS, D365 
CUSTOMER 
ENGAGEMENT 
MARKETING

Demonstration Sequence
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Data sources and data connections
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• Point of Sale
• Loyalty
• Web page visits
• Mobile application events
• Social link clicks
• Dynamics 365 Customer Engagement, e.g., 

Dataverse

Sales Customer 
Service Marketing
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Data unification: map match merge
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1. Specify how to combine your data 
sets into a unified customer profile 

2. Match the ‘primary key’ from one 
entity to the primary key of the other 
entities

3. Define rules and precision level to 
match the entities into a unified 
customer 
• Name + email or name + telephone
• ‘Dan Marshal’ vs ‘Dan Marshall’
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Insights and enrichment

22

• Audience insights, behavior as a data service
• Data enrichment, 3rd party data sources
• AI churn and next best offer
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Action, campaign orchestration
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Action

• Digital
• Marketing campaign trigger
• Customer service
• Sales activity
• Events

• Omnichannel
• Email
• SMS
• Targeted display ad
• Mobile application push
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Merge D365 Marketing Engagement to Customer Profile
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Tracked engagement

Web form, form event

Mobile application,
event listener

Email, server response, 
cookie

Web visit, cookies

C
on

ne
ct

 to
 a

 C
D

M
 F

ol
de

r

Unified Profiles
& Activities

Dynamics 365 Customer Insights 
Audience Insights

Supporting Entities

Enrichments

Measures

Segments

AI/ML Models

Managed Data Lake Ex
po

rt 
C

on
ne

ct
or

s
AP

I

Dataverse
Folder

Insights Analytics in 
Blob Storage

Dynamics 
Marketing

Dataverse



© 2021 RSM US LLP. All Rights Reserved. © 2021 RSM US LLP. All Rights Reserved. 

25



© 2021 RSM US LLP. All Rights Reserved. © 2021 RSM US LLP. All Rights Reserved. 

26



© 2021 RSM US LLP. All Rights Reserved. 

This document contains general information, may be based on authorities that are subject to change, and is not a substitute for professional advice or services. This document does not 
constitute audit, tax, consulting, business, financial, investment, legal or other professional advice, and you should consult a qualified professional advisor before taking any action based 
on the information herein. RSM US LLP, its affiliates and related entities are not responsible for any loss resulting from or relating to reliance on this document by any person. Internal 
Revenue Service rules require us to inform you that this communication may be deemed a solicitation to provide tax services. This communication is being sent to individuals who have 
subscribed to receive it or who we believe would have an interest in the topics discussed.

RSM US LLP is a limited liability partnership and the U.S. member firm of RSM International, a global network of independent audit, tax and consulting firms. The member firms of RSM 
International collaborate to provide services to global clients, but are separate and distinct legal entities that cannot obligate each other. Each member firm is responsible only for its own 
acts and omissions, and not those of any other party. Visit rsmus.com/aboutus for more information regarding RSM US LLP and RSM International. 

RSM, the RSM logo and the power of being understood are registered trademarks of RSM International Association. 
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30 S Wacker Dr. 
Suite 3300
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+1 800 274 3978
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