
1

ENABLING A
DIGITAL TOMORROW

Dynamics 365 

Customer Insights



2

Changing 
Trends

Table of Contents

Customer Data 

Platform As a Solution

Microsoft Dynamic 365 
Customer Insights

Features & Significance 

of Dynamics 365 

Customer Insights

What Sets Microsoft 
Apart?

Why TechVista?

2

5 6

3

4

1



3

Changing 

Trends



4

Winning and keeping customers

is becoming challenging

5x higher cost of acquiring new 
customers as compared to 
retaining old ones

(Deloitte)

https://www2.deloitte.com/cz/en/pages/deloitte-analytics/solutions/customer-retention.html.html
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Consumer experiences are changing

Flight to digital Shattering of brand loyalty Shift in purchase drivers

17% increase in e-commerce sales in 
2022.

(Gartner )

75% of consumers tried new shopping 
behaviors, 39% of them deserted trusted 

brands for new ones.

(McKinsey)

64% of consumers cite convenience 
while 57% cite value as top drivers for 

their purchases.

(McKinsey)

https://www.gartner.com/en/marketing/insights/articles/the-top-6-marketing-predictions-for-2022
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/emerging-consumer-trends-in-a-post-covid-19-world
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/emerging-consumer-trends-in-a-post-covid-19-world
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Data privacy concerns

69% of consumers are 
concerned about how 
personal data is collected in 
mobile apps.

Consumers are asking for the 
right to “opt-out” of data 
collection

(Forbes)
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Customer data challenge

• Having the ability to bring 
together data from both the 
digital and physical worlds at 
a global scale

• Overcoming incomplete or 
inaccurate customer data

• Unlocking digital intelligence 
using AI/ML-driven modeling.

(Forbes)
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A solutions require capabilities:

Unified and persistent 
databases to access and 
manage customer data

Collection, parsing, and de-
duplication of customer 

data 

Identity resolution of 
anonymous and registered 

customers

360-degree customer profile 
building

Customer segmentation
Manage data to ensure 

optimum customer 
experiences

Analyses derived from 
combined sources of 

customer data

Customer activation and 
customer journey 

optimization
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Proposed 

Solution
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Customer Data Platform as a Solution

CDP is a collection of 
software that creates a 
persistent, unified 
customer database 
that is accessible to 
other systems.
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Microsoft Dynamic 

365 Customer Insights



12

Vision

“Empower every 

organization 

to understand its customer 

data to derive insights that 

power personalized 

experiences 
and processes”
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Capabilities
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Get a complete view



15

Unify

Pre-built line-of-
business connectors

Additional Power 
Query connectors

Connect Common 
Data Model folders

Bring our own data 
lake
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Data unification
Multi-billion $, leading bedding retailer in the US with more than 2,600 B&M stores 

across the country

Lack of a unified platform for 
customer analytics and insights

Inability to stitch customer data 
obtained from multiple sources

Customer touchpoints were not 
captured and modelled

No customer Master Data 
Management process in place

Downstream applications could 
not cater to customer centric use 
cases

Main Challenges:

Total Customers
100.8 M

Unique Customers After 
Deduplication
46.3 M

Total Data Sources
24

Total Record Processed
301.9 M

Statistics:
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Data Sources

Customer 
Master

Unique 
Customers
~46 Million

D365

Product 
Recommendati

on Survey

Return/
Warranty 
Requests

Salesforce 
Emails

Salesforce 
Einstein

Financing 
Application

Reviews & 
Web Chat:

Podium

Corporate 
Helpline Calls 

Data:
InContact

Store Calls 
Data:

8x8 Calls

Website 
Activity:
Tealium

Delivery 
Reviews:

InMoment

Reviews: 
Bazaar Voice

Email /Sales Force 
Id

Dynamics AX #

Email/Phon
e#

Phone #

Dynamics AX #
Email

Email/Customer 
Code

Google 
Analytics

Google 
Client ID

E-comm Orders:
Demandware
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Enrich

Proprietary 
audience 
intelligence

Third party data 
providers

Aggregation with 
Office 365 data

SFTP custom import
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Power end to end customer experiences
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Data-Driven Transformation

Results

• Data-Driven Culture and Strategic advantage contributed to following results;

• 26% Increase in customer retention year over year

• 15% Increase in new customer acquisitions year over year

• 19% Sales increase year over year

• 33% Achieved merged and de-duped customer master data set

• Analyzed Market Basket to identify best-fit products

• Analysis uncovered logistics opportunities to optimize supply chain delivery efficiencies

Approach

• Integrated all systems to provide an enterprise data view

• Implemented Customer Master Data Management (MDM) to create a persistent, unified customer 

database

• Established AI and ML algorithms to drive customer retention rates

• Optimized Customer Conversion and LTV

• Provide Customer Data Services for improved customer satisfaction and services

Problem Statement

Required a mechanism for unifying and deduplicating customer data to create golden records and 360°
customer views.
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Consent enabled – Build trust

• Import and 
manage consent 
data

• Establish consent 
attributes in 
profiles

• Create consent-
enabled 
segments
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Enrich with Affinities

• Identify highest 
affinities

• See SoV across 
brands and 
interests

• Richer profiles, 
better 
segmentation



23

Prebuilt AI models

• Transaction & 
subscription churn

• Next best product 
recommendations

• Customer lifetime 
value

• Sentiment Analysis
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Predictive analytics

Holiday Sales Uplift Driver Analysis

• Predictive / Prescriptive decisioning workflow to capture sales uplift drivers in High Traffic 

Days & help with Prescriptive analytics to capitalize on such events e.g. Christmas and 

New Years Holidays

• Identify market opportunity pockets in terms of brand tiers 

and retail channels (where to invest to avail more conversions?)

• Use of statistical deviation scores to mine significant sales uplift drivers
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Unlock powerful insights
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Customer segments

• Create groups 

based on 

attributes

• Discover segments 

using AI-modeling

• Gain insights and 

understand 

activity

• Find look-alike 

customers 
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Understand customer journey

• Delve into your 

customer journey

• Eliminate friction 

with next best 

everything
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Use Case: Customer Journeys

Exploring drop-out rates allows 
organizations to analyze:
• Stages where customers are dropping 

out
• Identify bottlenecks that may be 

impeding customers' purchase 
journey

Analyzing customer journeys after a 
marketing interaction allows organizations 
to understand:
• Effectiveness of different marketing 

mediums
• Types of customers for which certain 

mediums are effective or ineffective
• Mediums more likely to lead to a 

purchase

Analyzing Customer Drop-out Rates

Analyzing Customer Journeys Post Marketing 
Call Engagement

Customer Base

Post Purchase 
Drop-Out

Customer 

Base

Post Call 

Conversion

Final Call Conversion

Post 2nd Email Interaction 

Drop-Out

Post Follow-Up Call 
Conversion

Post Email Interaction 

Drop-Out
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Predict

Predict customer intentCreate richer segments



30

Activation

• Export unified data to 
business apps

• Share B2B and B3C 
segments

• Automate data exports

• Engage customers like 
never before
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Drive meaningful actions
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What sets Microsoft 
Apart?
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Analysts rate Microsoft as industry leader
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Analysts suggest, customers confirm Microsoft 

as industry leader

34
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Why 
TechVista?
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Delivering Seamlessly for a 
Digital Tomorrow

Digital Transformation, 
Cloud Enablement & Data-
Driven Service Portfolio

Success-Proof Methodologies

Strong Partner network

Value Offerings and Accelerators

$600 M+
Market 

Capitalization

8500+
Employees 

Globally

138+
Global Active Clients

45+
Years In Business

Our Prestigious Accolades

Systems is a premier digital technology solutions provider with a team of over 8500 brilliant minds globally who continue to innovate in building leading 
enterprise solutions that ensure a promising future of our customers’ digital footprint for sustainable growth and profitability. We are passionate about 
solving our customers' challenges using customized, scalable, and efficient products and services. Our people are our promise and method for driving 
global digital engagement. As a digital technology services provider, we encourage the free sharing of ideas throughout Systems.

Our ability to improve, accelerate, and generate key competencies is driven by our investment in our people. When Systems thrives, everyone benefits.

Received SAP® EMEA S Partner 
Excellence Awards 2022 for Top 
New Partner and Service 
Excellence

Two awards in "Most Outstanding 
Company" 

Recognized in ClickDimensions Top 10 
Revenue - Global award category

Partner of the year 2020

Subsidiaries and Affiliates:

• Systems Limited

• Systems Middle East (Techvista)

• Systems Qatar (Techvista)

• Systems Arabia

• Systems Misr

• Systems APAC (TechVista)

• Systems ASEAN

• Systems Ventures

• Visionet (North America, Europe, UK)

• OneLoad

Best Under A Billion three 
years in a row

Top of Microsoft’s most 
strategic Business 
Applications partners two 
years in a row



37

What We Do
Our global strategy is focused on three key pillars Digital, Data, Cloud and Infrastructure and this directs our work across all our sectors. 

• Data Management & Engineering
• BI/Visualization & Analytics
• AI/ML & Data Science

• Cloud Services
• Workspace Services
• Cloud Ops & Migration
• Cloud App & Integration

• Digital – Automation & Optimization
• Business Applications – ERP / CRM 
• Customer Experience
• Application Services & Modernization
• Digital Strategy & Experience
• Integration / Middleware 

Intelligence & 
Automation

Digital 

Services

Data 

Intelligence

Cloud

• Digital Infrastructure Services
• Information Security
• Infra Managed Services
• App Managed Services

• Outsourcing 
• Quality Assurance
• Business Process Outsourcing
• Core and digital banking services

Additional Offerings
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PARTNERSHIPS AND STRATEGIC ALLIANCES
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Trusted By Customers

Insight Driven
We use the power of research, customer 
outreach and data/analytics to uncover 
insights that lead to transformational 
change

User Centric
We create user experiences that entice and 
educates customers to optimize their 
experience

Systematically Tested
We validate our solution by testing each 
system with real users and customers 
to produce exceptional outcomes

Financially Impactful
We deliver work that has immediate, 
substantial and sustained impact on your 
bottom line
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Customer Insights

What we

deliver/USPSolution features:

Solution Overview:

Our Customer Data Platform solution offering the fastest way to realise the full potential of 
customer data, bringing together data from multiple source systems into one centralised
repository.

Implementation*:

As little as 3 weeks and $10-15k Initial

1-day FTF or virtual training:

Corporate* rate $1,500

Individual** rate $500 ($300 virtual)

Expertise

Collaboration

• Partnership with

Techvista working on

a collaborative

solution

• Ideation workshops 

to get started with 

your first deliverable

Power Platform

• Expertise 

extending 

Customer Insights 

with Power BI, 

Power Automate, 

PowerApps & 

Virtual Agent

• Proven experience with 

CRM and customer data

• Business Analysts to 

help uncover key 

customer drivers

AI & Data Platform

• Take Customer Insights 

to the next level with 

Machine Learning

• Scale out the solutions 

with an Azure Modern 

Data Warehouse

Benefits:

* Maximum 8 attendees

** Minimum 4 individuals required to run the course

• Tangible outputs based on customer data

• Working Proof-of-value which can be 

easily extended

• Consolidation of disparate customer 

centric datasets

• Customer segmentation and Histogram of 

activities

• An understanding of your market and 

demographics

• Big data platform with endless scale

• Built on the Azure Data Lake

Identify one 
true customer 

and their 
interactions

Holistic 

customer data 

platform

Low TCO and 

rapid, low/no 

code 

development

Ingest any 

data, of any 

size and type

Undertake 
predictive 
analytics, 

such as Next 
Best Action

Unlock 
personalized 

customer 
offers and 
marketing 

opportunities
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Our Approach
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Next steps

Watch the demo video

Learn more

Sign up for free trial

Get started with Dynamic 
365 Customer Insight
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Thank you
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Better together:
Microsoft 365 Customer Insights 

& Azure Synapse



45

Challenge: Maintain two critical, yet independent analytics 
systems
Solution: Azure brings these two worlds together

Data Science Business Analytics

Easy to use
Fast exploration

Quick to start

Proven security
Airtight privacy

Dependable performance

Data lake Data warehouse
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Microsoft Customer Experience Platform + 
Azure Synapse

360 view of the customer Advanced analytics
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Reference Architecture
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Our Capabilities on Azure Data Platform

D365 Integration

Machine Learning & AI

Ingestion Framework

Integration of D365 & CE with Enterprise 
Data Platform using BYOD, Data Lake Sync 
and Data verse

Solved complex business use cases 
using Azure Machine Learning & AI, 
leveraging power of prebuilt AI models

Techvista has Pre-Built Ingestion Framework 
with configuration driven mechanism that 
accelerates the development process

Power Platform

Power Platform 
to build business applications in rapid time, 
and provides analytical and self serve 
capabilities using Power BI

Data Storage

Azure Data Lake used to serve data 
centric use cases holding data 
from disparate data sources in 
refined/transformed format as well in raw 
format

Extending the power of Dynamics 365 Customer Service to ensure instant connection and engagement with 
customers across digital marketing mediums.

Data Processing

Apply data transformations with highly 
scalable and reliable architecture, meeting 
the business SLA's


