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Today, organizations are facing challenges

Deliver mean i nngI and change at a rapid pace. There's never

been a stronger need for flexibility within

engagements in businesses of all types and sizes.
changing conditions

Organizations like yours need to evolve
with agility, delivering meaningful
engagement across existing and new
channels and touchpoints—with your
customers and employees.

This guide explains key sales and service
scenarios to help you respond to rapid
change—and even crises—quickly, using
data to drive confident decisions. For
each scenario, we'll explore a short list
of questions to consider, recommended
activities to help with planning, and
resources to get you started.



Track the pulse
of customers and
employees

Questions to consider

January Track the pulse of customers and 04
2022 employees

Quickly discern customer and employee
sentiment across channels, tailor
communications as needed, and drive
informed next actions based on insights.

Recommended activities

1. How many channels and touchpoints
do you currently have to connect with
customers? How about employees?

2. How many and what programs and tools

does your organization use to capture
employee and customer feedback?

3. How much time do you spend creating

and distributing surveys to your customers

and employees?
4. Do you have a clear sense of how

customers view your brand?

5. How do you share visibility of that
customer sentiment across customer
support, sales, and marketing teams?

© Get started with these resources:

» Start a Dynamics 365 Customer Voice trial.

Review your current customer and
employee engagement channels, how
these channels evolved, and any new
channels to consider.

Inventory your feedback programs
and tools and rate them for ease of
use, omnichannel capabilities, and
data integration.

Identify survey streamlining opportunities
such as templates, suggested questions,
and omnichannel feedback capture.

Use customer data to gain insights into
your business so you can more effectively
target marketing.

Pinpoint where in your processes
stakeholders would most benefit from
surfaced customer insights to take
effective action.

« Watch how to capture and incorporate real-time customer feedback.


https://aka.ms/CustomerVoiceGetStarted
https://aka.ms/CustomerVoiceVideo

January Create experiences that build 05
2022 customer trust

Personalize and streamline buying

Create experiences experiences across di.g.ital and physical
that bu [ Id ::’(;eg;?;tzmctz :Ollll:\::;d omnichannel
customer trust

Questions to consider Recommended activities

1. What portion of your revenue comes from [ Augment your business processes and

online sales and how have in-store activity expand your customer reach with an
restrictions impacted sales? intelligent e-commerce system.

2. How is your business delivering O Personalize content and recommendations
personalized customer experiences based on customers behaviors and habits
across channels and throughout the to improve customer interactions.
buyer's journey?

3. Do you currently have the ability to deliver [ Enable contactless shopping experiences

safe, secure, and contactless shopping like curbside collection or intelligent
experiences for your customers? distribution systems.

4. Do you lack access to data that could [0 Create a single source of truth for decision
provide customer insights to better making so you can discover business
manage customer engagement and insights that drive cost savings and
sales efficiencies? streamline experiences.

5. How are you capturing marketing [0 Assess how you can deliver an
attribution and data insights as omnichannel experience across digital
customers move between digital and and physical channels to better engage
physical experiences? shoppers and grow customer loyalty.

© Get started with these resources:

* Read this e-book about creating personalized experiences.
« Learn about the top seven retail trends.
 Learn about Dynamics 365 Commerce.



https://clouddamcdnprodep.azureedge.net/gdc/gdc2JYQI1/original?ocid=mkto_eml_em570460a1la1
https://info.microsoft.com/ww-landing-2020-Retail-Trends-Report.html?LCID=EN-US
https://dynamics.microsoft.com/en-us/commerce/overview/

Respond to
customers quickly
during a crisis

Questions to consider

January Respond to customers quickly during 06
2022 acrisis

Tap customer data to quickly inform,
create, and deliver proactive, relevant
experiences that maintain strong
customer relationships.

Recommended activities

1. How do you prioritize customer service
and support interactions?

2. How long does it take to unify customer
data from multiple systems and
make it available to client-facing teams
in your organization?

3. How quickly can you launch email or
multichannel campaigns?

4. What guidance is available to customers,
and is it effective across channels?

5. What can you do to help your teams
be more available to customers in their
preferred channels?

© Get started with these resources:

Outline policies, procedures, and
responsibilities in a communication
readiness plan for faster launches.

Empower staff to improve customer
service and engagement by providing
innovative tools and the training to use
them effectively.

Improve the cost-effectiveness of email
and multichannel marketing campaigns
by using customizable templates and
user-friendly design tools.

Free up employees to focus on
valuable tasks and challenging cases by
automating routine tasks and customer
questions using Al.

Unify customer engagement with an
omnichannel service, support, and
marketing solution.

» Learn about Dynamics 365 Marketing and Dynamics 365 Customer Insights.

« Find out how to tailor digital and one-to-one customer interactions at scale.



https://dynamics.microsoft.com/en-us/marketing/overview/
https://dynamics.microsoft.com/en-us/ai/customer-insights/
https://info.microsoft.com/ww-landing-Personalized-Experiences-with-a-360-Degree-View-of-Your-Customers-Video.html?lcid=En-US

Create a remote
sales organization

Questions to consider

January Create a remote sales organization 07
2022

Enable smarter remote selling with
contextual insights that build customer
relationships at scale with authentic,
personalized customer engagement.

Recommended activities

1. Do you expect a permanent shift to

remote selling? What percentage of your

sellers will be remote?

2. Isyour team ready to scale quickly for
increased demand?

3. How do remote sellers stay focused and
productive while working on multiple
deals? Do they get prioritized leads?

4. How do remote sellers strengthen
relationships with multiple key
customers—even those who are not yet
ready to buy?

5. Do sellers have the right skills and

organizational support to succeed in
remote selling?

© Get started with these resources:

Explore a flexible solution that supports a
wide range of sales models, from physical
to digital to any mix in between.

Identify solutions that help your team
adapt with agility, such as e-commerce
self-service, live chat, and chatbots.

Investigate how Al can help sellers
prioritize activities.

Proactively track relationship health and
efficiently move deals forward based
on data.

Identify online learning solutions that
simplify sales team training and capture
seller sentiment with surveys.

« Watch how to accelerate digital buying experiences.
* Try the LinkedIn Learning Path for sales professionals.



https://info.microsoft.com/ww-landing-Resilience-at-work-webinar-series.html?lcid=EN-US&ocid=oo_pg000000_comm_gdc_dg_dt_resiliencehome
https://www.linkedin.com/learning/topics/sales-3?entityType=LEARNING_PATH

January Establish a distributed remote 08
2022 service team

Empower your service teams to remotely
resolve issues quickly through intelligent
recommendations, automated workflows,
and omnichannel engagement.

Establish a
distributed remote
service team

Recommended activities

Questions to consider

How could remote or virtual agents benefit
your customers and your business?

. What capabilities do you need to find,
hire, onboard, and retain a remote
service workforce?

. Which of your systems do service teams
need but cannot access remotely?

. How often do you see new service needs
emerge that significantly shift volume,
customer satisfaction, or handle time?

. Do you anticipate any issues with
supporting employee engagement and
growth in a remote work scenario?

Get started with these resources:

Explore self-service options with chatbots
to augment your team while managing
demand and lowering costs.

Invest in communication, leadership, and
management skills to lead teams through
this new, flexible way of working.

Identify opportunities to adopt cloud-
based solutions that support secure
remote access to key capabilities.

Evaluate how KPIs related to topic,
channel, and customer satisfaction should
evolve based on changing customer and
business needs.

Increase the agility of your teams to
address emerging issues and collaborate
across business silos.

o Learn about Dynamics 365 Virtual Agent for Customer Service.

« Watch how to automate common support issues with intelligent bots.
« Take free LinkedIn Learning courses about leadership and communications during crises.



https://dynamics.microsoft.com/en-us/ai/virtual-agent-for-customer-service/
https://youtu.be/TKb6hfkWW8I
https://learning.linkedin.com/blog/linkedin-learning-resources/6-free-courses-to-to-help-leaders-clearly-communicate-and-influe

January Protect your revenue and reputation 09
2022

Help protect your revenue and reputation
by decreasing fraud and abuse, while
reducing operational expenses and
increasing acceptance rates.

Protect your
revenue and
reputation

Recommended activities

Questions to consider

What is the impact of fraud on your
bottom line?

. What is your bank acceptance rate? How
much do manual transaction reviews cost
your business?

. How do you defend your system against

account takeover, including by bots?

. How effectively can you prevent shrinkage
in physical stores?

. How much are you losing annually through
return and discount fraud on a per-
counter, per-store, or e-commerce basis?

Get started with these resources:

Compare the cost of your current
fraud solution to the impact of
fraudulent transactions.

Research options for improving bank
acceptance rates while safeguarding
customers from fraud and abuse.

Talk to your team about ways to reduce
fraudulent account access, creation,
and takeover.

Look for ways to improve tracking and
to better follow up on merchandise
mishandling and inventory turnover.

Test solutions for minimizing discount and
return fraud.

« Read how to combat the three biggest fraud threats in e-commerce purchases.

« Watch how to detect fraud and lower costs.

« Listen to the podcast Preventing E-commerce Fraud with Steve Wilson.


https://cloudblogs.microsoft.com/dynamics365/bdm/2019/12/18/how-to-fight-the-three-biggest-fraud-threats-in-e-commerce-purchases/
https://www.youtube.com/watch?v=qq9SUXxarfc&feature=youtu.be
https://nam06.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.connectedandready.com%2Fepisodes%2Fpreventing-e-commerce-fraud-with-steve-wilson&data=02%7C01%7Ckapilt%40microsoft.com%7Cd03a3ce6f1954d05c76408d82ad138b0%7C72f988bf86f141af91ab2d7cd011db47%7C1%7C0%7C637306425414852899&sdata=nopCDXXKR%2Beu7W6rr69jUPBryx3G8fwL%2B8%2B%2BAaLFbSo%3D&reserved=0

January Empower your frontline workers 10
2022 to do their best work

Enable your frontline workers to safely
solve problems faster and more efficiently
by working with experts remotely on
HoloLens, iOS, and Android devices.

Empower your
frontline workers to
do their best work

Recommended activities

Questions to consider

Which tactics are most important for
employee wellness, and what do you need
to deploy them?

. How will travel limitations affect your

workforce capacity and skills development?

. How effectively can your technicians
provide remote service and maintenance,
review projects, and visualize equipment?

. What solutions do you have for onboarding
and training a remote workforce?

. Are you able to shift to remote inspections
and audits? What would enable this shift?

Get started with these resources:

» Learn about Dynamics 365 Remote Assist.

Confirm the percentage of your workforce
who have mobile devices capable of
supporting remote wellness check-ins.

Identify virtual and hands-free channels
for sharing knowledge and guidance
among remote employees.

Explore the use of mixed reality
technology to support remote guidance
for field service.

Nominate remote work champions willing
to help drive training programs.

Brainstorm how inspections and audits
can be executed remotely using
digital technology.

» Read about how mixed reality is reshaping how employees work.
+ Watch how you can solve issues faster with mixed reality.


https://dynamics.microsoft.com/en-us/mixed-reality/remote-assist/
https://info.microsoft.com/ww-landing-Mixed-Reality-A-New-Dimension-of-Work-ebook.html?LCID=EN-US
https://www.youtube.com/watch?v=V732PXZHLiU

January Enable remote monitoring and proactive 1
2022 maintenance

Blend customer service and field
service functions to proactively monitor
equipment and remotely dispatch
technicians automatically.

Enable remote
monitoring
and proactive
maintenance

Recommended activities

Questions to consider

What technology do you have in place to
maximize the number of cases that service
technicians are able to handle?

. How are your field service and business
information systems connected to provide
a 360-degree view of your business, assets,
and customers?

. How long does it take to resolve cases
where an expert needs to be dispatched?

. Do your technicians have access to experts
in real time to help resolve issues?

. Isyour first-time fix rate as high as you
expect it to be?

Get started with these resources:

» Learn about Dynamics 365 Remote Assist.

Find the gaps in your current systems for
effective scheduling of frontline workers
to optimize appointments based on
customer preferences and availability.

Provide proactive maintenance by
remotely monitoring assets with Internet
of Things (loT) technology to decrease the
number of unnecessary visits.

Identify the right information, experts,
and tools that technicians need to fix
problems and resolve issues quickly the
first time.

Brainstorm ways mobile devices can
provide the information and expertise
that employees need.

Scale expert knowledge with digital
work instructions in context with
augmented reality.

« Schedule resources intelligently with resource scheduling optimization.

» Learn about Dynamics 365 Field Service.



https://dynamics.microsoft.com/en-us/mixed-reality/remote-assist/
https://www.youtube.com/watch?time_continue=3&v=OdD3WUyH5zQ&feature=emb_logo
https://dynamics.microsoft.com/en-us/field-service/overview/

Build flexibility
Into sales and
service

Contact us
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In a changing environment, it's more
important than ever to maintain customer
and employee trust. When you're able

to rapidly identify and address changing
needs with data-driven processes, you
protect and grow your revenue, brand, and
customer and employee relationships. This
flexibility will also help your organization
meet evolving needs and connect with
people when they need it most.

Dynamics 365 integrates with Microsoft 365
on the trusted Microsoft cloud, bridging
the business processes, productivity,
collaboration, and intelligent insights that
power modern business.

Get help planning and implementing
sales and service solutions, or get
more information about any of the
recommendations in this guide, by
contacting a Microsoft sales advisor.

©2022 Microsoft Corporation. All rights reserved. This
document is provided “as-is.” Information and views expressed
in this document, including URL and other Internet website
references, may change without notice. You bear the risk of
using it. This document does not provide you with any legal
rights to any intellectual property in any Microsoft product.
You may copy and use this document for your internal,
reference purposes.


https://info.microsoft.com/ww-landing-Contact-Sales-Advisor.html?lcid=en-us



Accessibility Report



		Filename: 

		CC-SolutionsGuide-04-SalesService.pdf






		Report created by: 

		Lucas Svaren


		Organization: 

		





 [Personal and organization information from the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.



		Needs manual check: 0


		Passed manually: 3


		Failed manually: 0


		Skipped: 7


		Passed: 22


		Failed: 0





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Skipped		Document is tagged PDF


		Logical Reading Order		Passed manually		Document structure provides a logical reading order


		Primary language		Skipped		Text language is specified


		Title		Skipped		Document title is showing in title bar


		Bookmarks		Skipped		Bookmarks are present in large documents


		Color contrast		Passed manually		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Skipped		All page content is tagged


		Tagged annotations		Skipped		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed manually		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Skipped		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top
	Check Box 2: Off
	Check Box 3: Off
	Check Box 4: Off
	Check Box 5: Off
	Check Box 6: Off
	Check Box 7: Off
	Check Box 8: Off
	Check Box 9: Off
	Check Box 10: Off
	Check Box 11: Off
	Check Box 12: Off
	Check Box 13: Off
	Check Box 14: Off
	Check Box 15: Off
	Check Box 16: Off
	Check Box 17: Off
	Check Box 18: Off
	Check Box 19: Off
	Check Box 20: Off
	Check Box 21: Off
	Check Box 22: Off
	Check Box 23: Off
	Check Box 24: Off
	Check Box 25: Off
	Check Box 26: Off
	Check Box 27: Off
	Check Box 28: Off
	Check Box 29: Off
	Check Box 30: Off
	Check Box 31: Off
	Check Box 32: Off
	Check Box 33: Off
	Check Box 34: Off
	Check Box 35: Off
	Check Box 36: Off
	Check Box 37: Off
	Check Box 38: Off
	Check Box 39: Off
	Check Box 40: Off
	Check Box 41: Off
	Contact us button: 


