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What have I done to make this more engaging?

• I have grabbed every screen shot available 
• I will demo every early access feature I can
• I have removed references to user interface (UI) enhancements 

because the feature appears in every application, all equally 
vague but that doesn’t mean they won’t be good

• I have slides with big numbers coming up…
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August 2nd

March 2022

We are here?
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2021 Release Wave 2

• Marketing
• Sales
• Customer Service
• Field Service

https://docs.microsoft.com/en-us/dynamics365-release-plan/2021wave2/
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MARKETING
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Dynamics Marketing

• Analytics & AI
• Moments-based
• Personalization
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AI-based content ideas
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Moments-based

• Real-Time Marketing
• Account-based info from Customer Insights in journeys (ABM)
• Connect Customer Insights and your own data lake with customer 

journey orchestration
• SMS through Twilio or Telesign (ACS?)
• Customer Journey activities in Customer Insights
• Teams webinar registration  Journey…
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Create a webinar registration experience in Teams, then design the 
participants' journey in Marketing with a few clicks
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Personalization

• Power Automate flows in Customer Journeys 
⁻ Invoke in a Journey 
⁻ Trigger a Journey

• Create segments based on Leads or Custom Entities…
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New segment builder for leads & custom entities

• An even newer, simplified 
experience for segment-
building

• Members
• Patients
• Donors
• … 
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SALES
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Dynamics Sales

• Accelerator workspace
• Microsoft Teams collaboration
• Engagement platform & productivity intelligence
• Forecasting & pipeline analytics
• Mobile
• Pipeline management
• Relationship intelligence
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Accelerator workspace

• Lead Routing
• Seller KPIs and Manager dashboards
• Sequence management

⁻ LinkedIn integration to Sequences! (InMail, connection request, intro)
⁻ Sequence templates
⁻ Transport Sequences between systems

• Improving leads quality with data hygiene
• Advanced sorting & filtering
• Worklists

⁻ Worklist card enhancement
⁻ Worklist ownership enhancement
⁻ Worklist and workspace improvement
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Lead routing

• Define rules for automatic assignment. The following components are included:
• Segments: This is a group of leads that can be assigned to the rule.
• Lead attribute: Lead attributes that need to be considered should be maintained here.
• Seller attribute: The attributes and skills of the sellers that need to be evaluated for lead distribution 

should be mentioned in the rule.
• Distribution method: Lead can be distributed either through round robin or load balancing methods.

• Ability to define seller attributes and assign to the seller: Seller attributes can be specifically 
defined for lead routing.

• Create segment for the assignment rules.
• Maintain sales team and capacity. The user can maintain the sellers who would receive the 

leads. The capacity of the sellers can also be used, which would be taken into consideration 
when distributing the leads.
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Seller KPIs and manager dashboards

• Manager dashboard: allow managers to view their team's performance and coach and guide sellers
• Number of active leads in the org versus previous periods.
• The conversion ratio between leads and opportunity.
• Leads by sources types.
• Leads per sellers.
• Real-time seller KPIs: define key performance indicators for sellers and allow them to see progress in 

real time
• Number of qualified leads.
• Number of calls.
• Number of meetings.
• Estimated value.
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Leads quality with data hygiene + AI

• Detection mechanism
⁻ Duplicates detection
⁻ False or invalid lead detection
⁻ Detection of leads-related records 
⁻ Detection of leads’ additional available data

• Enable automated action based on anything above
⁻ Update, close, or delete a lead
⁻ Merge two (or more) leads
⁻ Notify user about detection (seller or admin)

• Configuration: user ability to choose and define a lead’s characteristics for detection and 
type of actions as a result

• User-based decision or resolution interaction (advanced merge and advanced enrichment 
capability)
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Teams collaboration

• Teams meeting integration (schedule, join, notes, call analysis)
• Send automated chat notifications from D365 to Teams
• Configure and secure integration seamlessly
• Contextual collaboration
• Enhancements to Suggested Contacts system
• Teams message extensions and actions
• Some of this in public preview this month (GA in Jan) 
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Engagement platform & productivity intel

• Microsoft Teams calling and meetings from Dynamics 365
• Real-time analytics and action items
• Connectivity to Dynamics 365 entities
• Third-party telephony system (3P) calling in Dynamics 365
• Incoming calls in Dynamics 365
• Embedded Microsoft Teams meetings
• Seller-side-only recording
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Forecasting & pipeline analytics

• Filter users from forecast (i.e. Sales Ops personnel, support staff)
• Share & delegate access to other users
• Improve predictive scoring through field augmentation
• Seller views of annual, year-to-date, and weekly periods
• Quota inline editing and rollup
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Mobile

• Come prepared to customer engagements
• Find, interact, and create CRM information easily
• Log and share information effortlessly (scan handwritten notes!)
• Never miss a detail in your customer engagements
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Pipeline management

• Deal manager workspace
• Manage accounts, contacts, and leads in experience similar to 

Deal manager workspace
• Manage pipeline using hierarchy and date-based filters
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Relationship intelligence

• Account-based contact discovery with Who knows whom
• Include custom activities in relationship analytics (demos!)
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Deal manager workspace

• Get a quick view of the opportunity, contact, 
lead, and account entities using the side panel.

• Edit values in the grid inline.

• Filter, sort, and search data in the grid.

• Show or hide columns in the grid.

• Add columns to the grid.

• See aggregations for numeric columns.

• Get an optimized filtering experience.

• Manage notes and tasks effectively.

• Choose from three out-of-the-box interactive 
charts (bubble, funnel, and bar chart).

• Configure chart fields according to each seller’s 
needs.

• View and configure stats or key performance 
measures that are predefined.

• Drill in to contacts and accounts within an easy-
to-access record side panel form.
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CUSTOMER SERVICE
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Dynamics Customer Service

• Agent experiences
• Agent productivity
• Case management
• Knowledge management
• Omnichannel voice
• Timeline
• Unified routing
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Agent experiences & productivity

• Agent workspace inbox view
• Usability improvements for agent workspaces
• Contextual collaboration using Microsoft Teams
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Case & knowledge management

• Modern control for subject entity
• Improvements to the Universal Resource Scheduling-based 

service scheduling experience
• Scheduling and IoT capabilities in Customer Service workspace 
• AI-suggested keywords and brief description for knowledge 

articles
• Usability improvements in knowledge management
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Omnichannel voice

• Call intelligence
• Call recording
• Call transcription and real-time sentiment analysis 
• Consult & transfer
• Direct outbound calling
• Embedded analytics for voice channel
• Intelligent voice bot via Power Virtual Agents
• Modern administration experience 
• Supervisor monitor and barge 
• Topic clustering for voice
• Voice channel powered by Azure Communication Services
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Timeline, unified routing

• BYOD to Timeline
• Improved historical analytics for unified routing
• Routing diagnostics for supervisors
• All GA in October!
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FIELD SERVICE
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Dynamics Field Service

• Empower frontline workers
• Engage end-customers
• Optimize service operations
• Resource scheduling
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Empower frontline workers

• Functional location and asset 
tree improvements

• Collaborate throughout the 
work order lifecycle with 
embedded Microsoft Teams
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Engage end-customers

• Engage your customers with the new customer experiences 
homepage

• Enable customers to schedule service visits with a simple web 
experience
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Optimize service operations

• Enable location sharing and analytics capabilities by default 
• New feature spotlight in the Field Service Get Started hub
• Work order form simplification (early access now)
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Resource scheduling

• Resource work hours extensibility
• Improved user experience with new schedule board 

enhancements
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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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