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Henry Ford, Founder, Ford Corp.

It is not the employer who 

pays the wages. Employers 

only handle the money. It is 

the customer who pays the 

wages.
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Who we are
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Power to the 
People!
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It used to be that companies 
could thrive with a one-size-
fits-all, inside out approach to 
customers.
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Technology changed that, 
shifting the power to 
customers by giving 

individuals a voice.  
72% of all internet users are now active on social media.

47% of Americans say Facebook is their #1 influencer of purchases.

Twitter has 4.215 million monthly active users. 
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Between company beliefs 
and customer experience, 
there is a significant gap.

Technology can help you 
close this gap.

Studies show there is a 72% delivery gap—between how 

companies judge themselves on delivering a superior value 

proposition (80% success) to their customers and how their 

customers judge them (8%) .  

Bain Customer-Led Growth diagnostic questionnaire
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Today, people share more 
than ever with those that 
they trust.  And they want to 
be delighted.

Each interaction is an 
opportunity to delight, 
building trust and gaining 
knowledge
86% of customers are willing to pay more for a better 

customer experience. 
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From knowledge you 
can develop insights 
that enable you to 
deliver experiences 
adapted to each 
customer. 

“We are shifting from a world in which we “know” 

because we sampled a little and extrapolated a lot –

to a world in which we know.”

Juan Enriquez

Futurist
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Personalize every 
interaction – right place, 
right time, right message, 
right offer.

Some 74% of adult smartphone owners get directions 

or other information based on their current location. 

This works out to 45% of all adults.

Pew Internet Research
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Identify opportunities to 
proactively engage your 
customers and prospects.  
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Find the hidden patterns that 
enable you to predict 
possible behavior and refine 
your approach.

According to Interbrand, in the Age of You, the 

promise of big data is to enable brands to provide 

more of what consumers need (even before they 

know they need it) and, ideally, nothing that they 

don't.
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Keeping leaders 
up at night...
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By 2020, customer 
experience will overtake 
price and product as the 
key brand differentiator. 
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Digital transformation is now the leading priority

Keeping leaders up at night

CEOs believe 
technology will 
transform their 
business more than 
any other global trend
Source: PWC CEO Survey

Trends that will 

transform 

business, next five 

years (%)

Technological advances

Demographic  shifts

Shift in global economic power

Resource scarcity & climate change

Urbanization
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+9%

Revenue

+26%

Profitability

+12%

Market Value

DIGITAL MASTERS

Source: MIT/Sloan “How digital leaders outperform their peers in every industry”
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The Microsoft 
approach
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It's not just about technology. 

It goes far beyond that. It is 

even the approach we take 

to our business. It is how we 

partner, how we create the 

flexibility that speaks to the 

real world needs of our 

customers.

Satya Nadella, CEO, Microsoft – Ignite 2015



ISEG | A Changing Market Landscape | Abril 2017 24

Digital Transformation

The Microsoft approach

customers

products operations

employees

Systems of 
Intelligence
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Next generation intelligent business applications

The Microsoft approach

CRM ERP
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Next generation intelligent business applications

The Microsoft approach

CRM ERPMicrosoft
Dynamics 365
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Dynamics 365 advantage

The Microsoft approach

Productive AdaptableIntelligentPurpose-built
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A bit more detail 
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Dynamics 365

A bit more detail

Intelligence business applications in the cloud
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Dynamics 365 business process support

A bit more detail

Purpose-built business applications

Sales
Opportunity 
management

Social selling
Content 

collaboration
Mobile sales

Planning & 
management

Sales 
intelligence

Customer

Service
Omni-channel Portal

Agent 
enablement

Onsite 
service

Knowledge
Service 

intelligence

Marketing *

Field 

Service
Scheduling 

and dispatch

Asset and 
warranty 

management

Service 
agreements

Inventory
management

Mobile
Business

Intelligence

Project 

Service

Automation

Opportunity 
management

Resource 
management

Time and 
expenses

Project 
planning

Team 
collaboration

Customer 
billing

Analytics and 
integration

Operations Retail
Procurement 
and sourcing

Business 
intelligence

Supply chain 
management

Project 
accounting

Human capital 
management

Manufacturing
Financial 

management



▪ Classified as Microsoft Restricted by tiagoe@microsoft.com

Sell efectively
Dynamics 365 for Sales
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Sales has changed

A bit more detail

67%

6.8

67%
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Dynamics 365 for Sales

A bit more detail

Turn relationships into revenue

Personal
Engagement

Customer
Management

Actionable 
Insight

Sales 
Performance

Seller

Customer

Manager
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Sales value map

A bit more detail

Sales revenue

Business drivers Business outcome Top KPIs

Lead conversion 

rate
Win rate

Sales velocity Repeat sales
Product 

penetration

Average sales 

size
Share of Wallet

Average sale 

per customer

Customer 

profitability

Avg Sales per 

product

Sales frequency

New customer 

sales growth

Existing 

customer sales 

growth

Efficiency

Growth

Cost

What How If



ISEG | A Changing Market Landscape | Abril 2017 45

Our engagements by the numbers

A bit more detail

• Adoption level: 95%

• Consolidated view of all 

customer interaction 

points

• Personalized engagement 

led to a significant 

increase in cross-sell

• Implemention timespan: 4 

months for 3.000 users

• 200,000 value-added 

resellers in 170 different 

markets

• From SFDC to 365 in 66 

days!

• Training in less than 2.5 

hours

• 100% User adoption rate

• Increase deal size by 36%

• Increase number of 

opportunities by 450%

• Increase wins by 39%



Microsoft custom research on digital transformation of sales, 2016



Microsoft custom research on digital transformation of sales, 2016



Microsoft custom research on digital transformation of sales, 2016



Microsoft custom research on digital transformation of sales, 2016
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Care everywhere
Dynamics 365 for Customer Service
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Evolving demands

A bit more detail

Number of channels used during 
the course of a single service 
inquiry

2.7

of consumers expect consistency 
and continuity across channels90%

Average annual agent turnover rate27%
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Dynamics 365 for Customer Service

A bit more detail

Earn customers for life

?

Customer

Agent
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Customer service value map

A bit more detail

Cost to serve

Business drivers Business outcome Top KPIs

Cost per 

incident
Reduce returns

Call / case 

deflection

Net Promoter 

Score

Customer 

retention rate

Self service rate
Customer 

escalations

Channel cost
Customer 

complaints

Customer Effort 

Score

Self Service 

completion rate

Increase sales 

growth / cross 

sell

Increase 

customer 

retention

Reduce cost to 

serve

Growth

Cost

What How If
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Our engagements by the numbers

A bit more detail

• Delivering enough savings 

and revenue generation 

to fund an Airbus!

• Annual Savings of $37.5M 

through deflection of 15% 

of inbound contacts to 

Delta Call Center

• Net-New revenue of 

$39M through proactive 

Live Chat on Delta.com

• Productivity savings the 

Call Center of at least 10% 

while enabling all 

employees to deliver a 

differentiated service

• Reduced total call volume 

by 10% 1.2M total calls 

annually, should deliver 

£900k annual saving

• Reduced errors by 10% 

YOY

• Taken 1 day out of training 

of new hires on systems 

and procedures, saving 

approx. £100k annually 

with current staffing levels 

of service organizations can solve an 

inquiry using a single application4%
Kate Leggett, The Mandate For Intelligent Customer Service, a commissioned study 

conducted by Forrester Consulting on behalf of Microsoft, December 2015



of consumers expect consistency 

and continuity across channels90%

Offer a unified service experience across self-

service and assisted service channels.

Understand customer history, preferences 

and voice of the customer to personalize 

every interaction.

Leverage insights and resources to create 

individualized and consistent experiences 

across channels.

Aberdeen: Empowered Customers Demand a Seamless Experience



81% increase in use of online forums 

and communities for self-help

Kate Leggett, Customer Lifecycle Journey, Forrester, December 2015



of service organizations can solve an 

inquiry using a single application4%
Kate Leggett, The Mandate For Intelligent Customer Service, a commissioned study 

conducted by Forrester Consulting on behalf of Microsoft, December 2015



84%
of consumers use web or mobile 

self-service to find answers

Kate Leggett, Trends 2016: The Future Of Customer Service, Forrester, January 2016



have a more favorable view of 

brands that offer proactive 

customer service notifications77%
2016 Global State of Global Customer Service Report, Microsoft
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Smart onsite care
Dynamics 365 for Field Service
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Improve satisfaction & productivity

A bit more detail

of consumers say valuing their time 
is the most important thing a 
company can do to provide good 
service

73%

of incoming service requests 
require field visits and of those 
service visits

65%

require secondary or 
follow-up visits.26%
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Dynamics 365 for Field Service

A bit more detail

Master the service call

Customers

Technicians

Operations
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Field service value map

A bit more detail

Average 

resolution times

Business drivers Business outcome Top KPIs

Cost per 

incident
Reduce returns

Customer 

Satisfaction -CSAT

Net Promoter 

Score

Customer 

retention rate

Average time to 

repair 

Customer 

escalations

Work order 

resolution time 

Customer 

complaints

Increase SLA’s

Reduce staff 

cost

Reduced 

Service Cost

Reduced staff 

cost

Customer 

Retention

Growth

Cost

What How If
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Our engagements by the numbers

A bit more detail

• Reduce 100 person admin 

labour costs £200k 

monthly saving

• Increased customer facing 

time, deliver improved 

service – reduce contract 

churn by 50% (10% to 5%) 

• All work orders optimised 

automatically to most 

efficient route

• IoT Intelligent Service -

30% reduction in number 

of service visits £500k 

monthly saving.

• Mobile App eliminates 29 

documents from 

customer sales process.

• 95% first time fix

• Provides customer faster 

service

• Reduced cost to serve 

and increased customer 

profitability 

• Distributes real-time data 

from more than 3 billion 

locations around the 

world. 

• Has developed the speed 

and flexibility to respond 

effectively to 13 billion 

service requests a day. 62%
State of Customer Service Report, Microsoft, 2016



62%
State of Customer Service Report, Microsoft, 2016





50%
2014 Service Transformation: The Business Case, SAP





62%
State of Customer Service Report, Microsoft, 2016

50%
2014 Service Transformation: The Business Case, SAP

[Field Service Organizations] now want to 
create a long tail of services that capitalizes on 
internet-enabled devices, involves intricate 
levels of services, and goes beyond fix-it-when-
it's-down…



90%
of global consumers expect a brand 

or organization to have an online 

self-service offering.

The State of Customer Service Report, 2016, Microsoft

Customer-centric 
experience
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Profit from your 
projects
Dynamics 365 for Project Service Automation
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Complex challenges

A bit more detail

Decrease in new client penetration 
over the last 3 years9%

Increase in employee attrition over 
the last 3 years6%

Decrease in billable employees 
in the last year5%
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Dynamics 365 for Project Service Automation

A bit more detail

Profit from your projects

$ €
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Project service automation value map

A bit more detail

Customer retention

Business drivers Business outcome Top KPIs

Project profitability
% of employees 

billable/chargeable

New clients
Deal pipeline (vs. 

bookings forecast)
Time spent selling

Positive sentiment
Employee billable 

utilization

Channel cost
Customer 

complaints

On-time project 

delivery

Self service 

completion rate

Increase sales 

growth / cross 

sell

Increase 

customer 

retention

Reduce cost to 

serve

Growth

Cost

What How If



Forecast profitability and prioritize deals based 

on a unified sales management dashboard for 

both product and project-based opportunities. 

Engage and collaborate real-time with 

customers on the quotes, project scope and 

resource requirements through customer 

portals.

Create project contracts, track labor rates and 

generate SOWs using an enhanced and 

integrated sales force automation experience. increase in services 

revenue by decreasing 

the sales cycle by 30%70%
Digital Transformation of Sales, Microsoft Survey Report by TOPO, July 2016



72%
Project overruns 

attributed to incorrect 

estimation process 

Joint 2014 Study on 'Project schedule and cost overruns' by KPMG and PMI



revenue as a factor of salary 

billable resource should bring 

in for practice profitability2.5X
Booked Up and Billable Best Practice, 

ConnectWise with Microsoft Azure POV 2015 



122%
improvement in on-time project 

delivery with an Enterprise 

collaboration strategy in place

Aberdeen Group, Sept. 2014



average cost per year 

for failing to accurately 

track time $110K
3 Amazing Facts You Didn't Know About Time Tracking Software, 

Flipsnack 2015 study



3%
decrease in revenue for 5 day 

increase in Days Sales Outstanding

SPI Research 2016 Professional Services Maturity™ Benchmark study



increase in earnings for 

organizations using CRM 

integrated with ERP and PSA3.6%
SPI Research 2016 Professional Services Maturity™ Benchmark study
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How the world 
sees us...



ISEG | A Changing Market Landscape | Abril 2017 83

Microsoft Dynamics 365 in the news

How the world sees us....

Microsoft Makes a Cloud Push 
with New Dynamics 365 
Software Suite and 
App Store

Microsoft Ups Salesforce, 
Oracle Rivalry with New Cloud 
Product 

Microsoft snatches HP CRM 
and service business from 
rivals Salesforce and Oracle

Few other players offer a common 
platform and data model for CRM 
and ERP – and none bring 
in the Office productivity 
capabilities as Microsoft can.



Leader Gartner Magic Quadrant 
Sales Force Automation. 

Leader Gartner Magic Quadrant 
Customer Engagement Center. 

Leader Forrester Wave: CRM Suites 
for Large Organizations

Leader Forrester Wave: CRM Suites 
for Midsize Organizations
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The future, just 
around the corner
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OUR JOURNEY IS JUST 
BEGINNING




