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Agenda

Time Session

13:00 Registration and coffee

13:15 Introductions and Customer Insights overview

14:00 Customer Insights hands-on labs

15:15 Break

15:30 Customer Insights use cases & architecture

15:45 Customer Insights hands-on labs continued

16:45 Q&A and next steps





Your BusinessBase Team

www.linkedin.com/in/timo-bax-ab09572 www.linkedin.com/in/michael-uenk/

https://www.linkedin.com/in/timo-bax-ab09572
https://www.linkedin.com/in/michael-uenk/


A quick introduction 
of yourself

❑ Your name

❑ Your company

❑ Your role

❑ Your experiences with Dynamics 365

❑ Do you already know CI?

❑ Goals for today?



1970 1990 2010



Reactive

Emergency service visit

Production line down

Service center operator logs issue

Customer disruption resolved









Reactive

Emergency service visit

Production line down

Service center operator logs issue

Customer disruption resolved



Proactive

Proactive maintenance visit

Data

Anomaly detection model

Customer never disrupted



Digital feedback loop

Engage 

customers

Optimize 

operations

Transform 

products

Empower 

people

Customers Products

Assets

People
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Digital feedback loop

Azure



Microsoft

Power BI Power Apps Power Automate

Connectors to hundreds of data sources



Power BI Power Apps Power Automate Power Virtual Agents

Connectors to hundreds of data sources

Microsoft





Microsoft mission

Empower every person and
every organization on the
planet to achieve more



From knowing it all..........to learning it all

1975
2014 2000



“It's not just about technology.

Technologies will come and go, so you 

need to be able to both ask and 

answer the question: What do you do 

as a company, why do you exist? 

Listen to your Customers and your

Employees, they are the most 

important thing and define your 

business.”

Satya Nadella

CEO, Microsoft



Unified 

Customer

Today more than 

ever, Customers
are in the 

driver’s seat



Microsoft’s perspective for enabling intelligent retail



Know your 

customers

Empower your 

employees
Reimagine retail

Deliver intelligent 

operations

Create personal experiences, 

unlock new opportunities with 

data & predictive AI

Enable secure digital 

collaboration across your 

business and reduce costs

Create innovative Customer 

experiences and optimize in-

store operations

Gain visibility across your end-

to-end supply chain using 

technology solutions

Your customers. Your employees. Your data.



Customer Insights



Customer expectations 
are growing

81%

91%

1 Accenture

2 Accenture

of consumers are more likely to 

shop with brands who recognize, 
remember, and provide relevant 
offers and recommendations. 1

of buyers want brands to get to 

know them and understand when to 
approach them and when not to. 2

https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf
https://www.accenture.com/us-en/insight-customer-loyalty-gcpr


Today’s experiences are 
falling short

1 McKinsey

2 Accenture

3 Accenture

74%
of customers are frustrated by the irrelevant 

content they are exposed to on websites. Up to 

40% of them will leave. 2

61%
of customers stopped doing business with at 

least one company last year because of poor 

customer experience. 3

of customers are frustrated by 

inconsistent experiences across 

channels. 1
65%

https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/do-you-really-understand-how-your-business-customers-buy
https://www.accenture.com/gb-en/insight-exceed-expectations-extraordinary-experiences
https://www.accenture.com/t20171031T052156Z__w__/us-en/_acnmedia/PDF-34/Accenture-Pulse-Check-Dive-Key-Findings-Personalized-Experiences.pdf


Sell products and services 

separately

Sell products, services and 

outcomes

One and done, transactional Personalized, Customer 

lifetime value 

Primarily human interactions 

& reactions

Proactive, observational / IoT 

to detect, and drive action

Data entered into a CRM/ERP 

system

Customer, Product data 

comes first

Digital Transformation is rapidly changing the 

business landscape…



Key challenges



• Organizations want to 

build meaningful 

customer relationships 

at every touchpoint 

• Customer data is 

typically siloed in 

disparate systems, 

limiting organization’s 

ability to make use of 
the data

• With CDPs, companies 

can “efficiently collect, 

manage and use their 

customer data*”across 

the entire customer 
journey

• Delivering personalized 

experiences built on 

holistic customer 

profiles and intelligent 

insights

Sales

ServiceMarketing

Omni-channel 

support

Lead generation

Campaigns

Website

Content

Next best 

action

Cross-sell/upsell

Recommendations



5-10%
increase in revenue1

15-25% 
decrease in costs1

Empower every 
organization to unify
and understand its 
customer data to 
derive insights that 
power personalized 
experiences and 
processes

Dynamics 365 Customer Insights





Omni-channel 

support

Sales

ServiceMarketing

Power end-to-end customer experiences

Lead generation

Campaigns

Website

Content

Next best 

action

Cross-sell/upsell

Recommendations





Dynamics 365 Customer Insights done differently

Traditional customer analytics

Custom build on analytics platform

Hard coded

Hard to adapt

Siloed apps

Time to implement measured in months

Requires deep technical expertise

Different stacks for storage, KPI calculations, ML, app 

experiences

Compliance as an afterthought

Dynamics 365 Customer Insights

Finished SaaS solution

Configurable

Extensible

Insights embeddable into operational CRM of choice

Time to implement measured in weeks

Ready to run by business users

Integrated in one finished solution based on hyper-

scale cloud platform

Compliant by design



Workshop Overview

Contoso Coffee



Introducing Contoso Coffee



Introducing Contoso Coffee



Existing Data Landscape

Web Loyalty

Mobile App Wi-Fi

Weather 

Data

Card Holder: 0123453

Abbie.moss19

@outlook.com

Abbie 

Facebook 

Logon

@RealAbbieM

Abbie.Moss@

Work.com

Cookie: 451

Abbie.Moss19

@outlook.com

Third Party

Microsoft 

Cloud

3rd Party 

Cloud
3rd Party 

Cloud

Microsoft 

Cloud

Microsoft 

Cloud

3rd Party 

Cloud

Internally 

Hosted



Datamodel

• eCommerce: contacts & purchases

• Point of Sales: purchases

• Loyalty

• Website

eCommerce Contacts

PK ContactId

 FirstName
 LastName
 FullName
 DateOfBirth
 Gender
 Email
 Telephone
 PostCode
 StreetAddress
 City
 State
 Country
 CreatedOn

Loyalty Scheme

PK LoyaltyId

FK1 ContactId
 FirstName
 LastName
 FullName
 DateOfBirth
 Gender
 EMail
 Telephone
 RewardsPoints
 CreditCard
 CreatedOn

Online Purchases

PK PurchaseId

FK1 ContactId
 ProductId
 PurchasedOn
 TotalPrice
 ActivityTypeDisplay
 Subject

PoS Purchases

PK PurchaseId

FK1 LoyaltyId
 ProductId
 PurchasedOn
 TotalPrice
 RewardsPointsAdded
 ActivityTypeDisplay
 Subject

Website Reviews

PK ReviewId

FK1 UserId
 ReviewText
 ActivityTypeDisplay
 ReviewRating
 ReviewDate

eCommerce LoyaltyScheme PoS

Website



Lab Introduction



Lab 1

Data Ingestion and Unification



Key phases

Ingestion

Bring customer 
and activity data 

from all sources

Mapping and  

matching

Identify and 
understand profile 

data from 
transactional and  
observational 

sources

Conflation

Consolidate data 
into a single 

customer profile 
with source 
lineage

Enrichment

Enrich profiles 
using AI models 

and proprietary 
signals from 
Microsoft Graph

Insights

Derive insights 
that automate and 

optimize 
processes

Action

Leverage insights 
across all channels 

of engagement 
with connectors 
and APIs 



Channels of 

engagement

Power BI

Microsoft Flow

PowerApps

Process optimization 

and automation

Internal External

C
O

N
N

E
C

T
O

R
S

Data ActionInsights

Analytics

AI and ML

Unification

Conflate Enrich

Ingest Map and Match



Ingesting Data into Customer Insights

1. Create new data source

2. Select right connector

3. Add and review entities

4. Apply transformations

5. Save query, start ingestion and validate results

6. Schedule refresh cycles



Tips





Unifying Data in Customer Insights

1. Map

2. Match

3. Merge



Step 1: Map



Step 2: Match



Step 3: Merge



Lab 2

Relationships and Measures



If

Conversion rate

Top KPIs

Average order value Customer Lifetime Value

Brand affinity Net promoter score Customer churn rate

Returns rate
Customer engagement 

score

Average call handling 
time

Call / case deflection

Customer count

IT costs

How

Business outcome

Increase sales 
growth / cross sell

Increase customer 
retention

Reduce cost 
to serve

What

Business drivers

Growth

Cost



Calculating Measures with Customer Insights

• Customer Attribute: A single field per customer that reflects a 

score, value, or state for the customer. Customer attributes are 
created as attributes in a new system-generated entity 
called ’Customer_Measure.’

• Customer Measure: Insights on customer behavior with 
breakdown by selected dimensions. A new entity is generated for 

each measure, potentially with multiple records per customer.
• Business Measure: Tracks your business performance and health 

of the business. Business measures can have two different 

outputs: a numeric output that shows on the Home page or a 

new entity that you find on the Entities page.

1. Configure relationships

2. Create measure



Configure Relationships



Creating Measures



Customer Measures



Six Measures for Contoso Coffee



Lab 3

Segments and Customer Cards



Segmentation with Customer Insights

• Static: Processed only once upon segment creation or 

filter update.

• Dynamic: Processed according to a recurring schedule.



Quick segments



Segment Builder



Two Segments for Contoso Coffee



Customer Cards



Configure Search & filter index



Lab 4

Activities and Enrichment



Activities



Data Enrichment



Customer Insights 
Use Case & Architecture 
Overview



Omni-channel 

support

Sales

ServiceMarketing

Power end-to-end customer experiences

Lead generation

Campaigns

Website

Content

Next best 

action

Cross-sell/upsell

Recommendations



Marketing: Campaigns



Marketing: Campaigns



Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

Marketing: Campaigns

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

Dynamics 365

D365 CE

• Marketing 

• Sales

• Service

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N
SEGMENT
EXPORT

ADLS
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Marketing: Website / Content



Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

Marketing: Website / Content

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

Dynamics 365

D365 CE

• Marketing 

• Sales

• Service

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N

ADLS

Website

API



Sales: 360-degree profile



© Microsoft Corporation Dynamics 365

Sales: 360-degree profile



© Microsoft Corporation Dynamics 365

Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

Sales: 360-degree profile

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

Dynamics 365

D365 CE

• Marketing 

• Sales

• Service

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N
SEGMENT
EXPORT

ADLS

CUSTOMER 
CARD



© Microsoft Corporation Dynamics 365

Sales: store



© Microsoft Corporation Dynamics 365

Sales: store



© Microsoft Corporation Dynamics 365

Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

Sales: store

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

Dynamics 365

D365 CE

• Marketing 

• Sales

• Service

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N
SEGMENT
EXPORT

ADLS

Power App

POWER APP 
CONNECTOR

CDS 
CONNECTOR



© Microsoft Corporation Dynamics 365

Service: personalization



© Microsoft Corporation Dynamics 365

Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

Service: personalization

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

Dynamics 365

D365 CE

• Marketing 

• Sales

• Service

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N
SEGMENT
EXPORT

ADLS

Power Virtual Agent

POWER 
AUTOMATE 
CONNECTOR

CDS 
CONNECTOR

AGENT 
HANDOVER

Customer Service 

Portal



© Microsoft Corporation Dynamics 365

Power Automate



Other possible use case



© Microsoft Corporation Dynamics 365

Power BI



Customer

Insights

DATA 
INGESTION 
WITH 
DATAFLOW

AI & Machine Learning 

• Data unification

• Measures

• Segmentation

• Visualization

• Intelligence

Unified (big) customer data
transactional + behavioral

Internal + external

AML

Dynamics 365 Azure

TRAINING

SCORING

Data is stored in ADLS Gen 2 
in Microsoft Subscription

D365 CE

• Marketing 

• Sales

• Service

• Market Insights

• Sales Insights

• Service Insights

CDS

Transactional data

CDS 
CONNECTOR

Data source 1

Data source 2

Data source N
SEGMENT
EXPORT



© Microsoft Corporation Dynamics 365

Chipotle serves up 

inviting experiences

• Better understand known and unknown guests across in-store and online 

channels

• Uniquely enrich customer profiles with Microsoft's proprietary signals and 3rd

party data sources 

• Activate insights to drive personalized loyalty offers and digital ads across 

multiple destinations including Facebook.



© Microsoft Corporation Dynamics 365

James Petersen

https://customers.microsoft.com/en-US/story/767126-aep-energy-energy-dynamics-365


Review & Next Steps



Review

❑ Did the workshop give a good idea 
of what CI can do?

❑ What were your goals and/or 
questions for today?

❑ Were your goals and/or questions 
answered?



Next Steps



Workshop or pilot



Envisioning Workshop



Thank you for taking part in Customer Insights in a Day.

Your feedback is important, please help us to refine content for future 
events. 

If you have any feedback or suggestions relating to Customer Insights 
in a Day content, please let us know

http://aka.ms/CIADFeedback

http://aka.ms/CIADFeedback

