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ADS — CSP Direct

Partner of the year 2019 for Business Applications

Customer

ﬁ% ERP - Finance & SCM
CRM - Customer
Engagement
Document
Management &
Workflows
@ Office 365

@*’ Bl, loT, Dashboards

@ @ Business Consulting

Mobility

BN Microsoft
B GoldPartner

Leads with the Cloud

Offers a comprehensive Business
applications

5 offices In Malaysia & ASEAN

Combined workforce more than
80 Resource

More than 20 years experience

More than 300 Implemented
sites

HRDF Training Provider



A Global network of specialized partners

Project H]-n Field
Service gl;l Service
Automation
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Finance & Marketing

Service Provided :

Solution Selection

Planning and design

Customer
Service

OneDrive

Cortana

\/ On going Support

SharePoint
PowerPoint

E

OneNote

Q-

Outlook




We See I\/Iore Than Just a Customer, We See 3 Partner'
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We See More Than Just a Customer, We See a Partner!
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Digital feedback loop Empower A ADS

......................
people

People

Transform
products

Engage
customers

Products

Operations
Optimize
operations



Customer
expectations are
growing

of consumers are more likely to
91% shop with brands who recognize,

remember, and provide relevant

offers and recommendations. '

of buyers want brands to get to
81% know them and understand when to
approach them and when not to. ?

1 Accenture

2 Accenture


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

of customers are frustrated by
65% inconsistent experiences across
channels. !

of customers are frustrated by the irrelevant
74% content they are exposed to on websites. Up to
40% of them will leave. 2

of customers stopped doing business with at
61% least one company last year because of poor
customer experience. 3

1 McKinsey
2 Accenture

3 Accenture


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

Dynamics 365 Customer Insights

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




Customer Insights

Vi Sio n : Customers

Patti Melendez
A" 89 HIGH ENGAGEMENT

VP of IT at Fourth Coffee
New York, New York

& = @ v
6 Interests

& SPORTS - TRAVEL & SHOPPING  +3

Insights
(i) Products used: Fabrikam dish machine
(® Errorsin last 28 days: 0

[ Last contacted via email a month ago

Average spending

$1,208

1500

_—_— /\_—__\/_

Brands (similar generic predictive profile)

Adatum
Contoso

Forth Coffee
Nod Publishers

Relecloud

Churn risk

73.8%

Customer lifetime value

000

Food interests
this month

Timeline

Activities (119)

% Filter

5 Purchase 7 Socia 19 Email

Transaction from Sales - 1 min ago | REALTIME

Sep New purchase at New York City store.

+ Create segment + Create measure

Email from Marketing - 8:20 PM

@ Opened email: "On sale now—our top picks are
going fast at your favorite store location!”

Social media mention - 11:47 AM
$10,000 $15,000 $20,000 $25,000 $ 30,000 8 y New post with a negative sentiment

t Create segment -+ Create measure

Engagement score @

Street Food
2%

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

I By date




I Microsoft Approach
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Dynamics 365 Customer Insights done 2322
differently
Traditional customer analytics @ Dynamics 365 Customer Insights @
« Custom build on analytics platform e Finished SaaS solution
 Hard coded .

Configurable

* Hard to adapt « Extensible

 Siloed apps .
* Insights embeddable into operational CRM of

* Time to implement measured in months :
choice

* Requires deep technical expertise

_ . * Time to implement measured in weeks
« Different stacks for storage, KPI calculations, ML,

app experiences » Ready to run by business users

* Compliance as an afterthought * Integrated in one finished solution based on
hyper-scale cloud platform

« Compliant by design



Power end-to-end customer experiences

Cross-sell/upsell

Omni-channel @
support L

Lead generation

i~ Next best
1 action

Recommendations

Service

Marketing



Dynamics 365

Customer Insights

Get a holistic view
of customers

Unlock insights
and take action

Adapt and extend

Rely on a productive
and trusted platform

o n
o



0 n
Get a holistic view of customers oCa

Connect your data Transform customer
with ease data intelligently

Enrich data




Unlock insights and take action ﬁ

Drive personalized Automate customer-
experiences centric experiences
across channels and processes

Predict Spot trends Create richer
customer intent and patterns customer segments




Adapt and extend

Microsoft Azoro | Symapse Anshyics » contesodeme # 0 © © ey i Powse Apps | Retal Greeter App = m

Symapse workspace Jennifer Bodley @ Contoso
contosodemo jennifer_bodley@christianitd.com
= CNTID_4935

Acti

Total rewands

Insights

13708 Salas Freeway Suite Case - 6/18/2019 R
053 Santa Clara California Casewas cancelied )

A .. \‘ S P st i e 33306 USA
t B T R 515,035.007 1,183,609

G - 6/14/2019 &
v S Recommendations
856 Was 1 d
Recommend seasonal promotional offers
Case - 4/29/2019

Resources Useful links = L
Customer Check-In Case Was resoned Recommend contoso credit card for cash backs PR & st s

fecent P
= Contoso Members can
checksin for rewards and Case - 2/12/2019
personalised Ca psolved 555,218 e
) hoaen focommendations @ High value customer o Rles

OnlinePurchases - 2/4/2019
a4 o

Surchased & ookt online
Check this out

Gain deeper insights Connect to custom apps Innovate and evolve




Rely on productive and trusted platform |

Get started quickly Maintain control of your data Invest with confidence




The Microsoft customer data platform

25 A B 8.

Comprehensive Personalized Customizable Connected Hyper-scalable
Unify customer Use Al to inform  Extend capabilities Bring together Run powerful
data and enrich business with Microsoft virtual and physical analytics using Al
profiles with processes and Power Platform worlds with out-of- and machine
market insights outcomes across for richer data the-box mixed learning models
and real-time the customer processing and reality apps and built on
product usage journey customization loT solutions Microsoft Azure

Powered by Microsoft Azure



Case Studies



“Dynamics 365 Customer Insights helps us to segment the right

audiences, to focus on them, to engage them in a very relevant way,

and to retain them.

Astrid van Vonderen
Head of Fundraising

UNICEF saves and
Improves more
children’s lives by
accelerating donor
engagement

unicef&®

voor ieder kind

« Transform donors to real lifetime supporters of UNICEF
« Raise more funds with precise segmentation and Al-driven insights

* Increase involvement with personalized communications



https://customers.microsoft.com/en-US/story/770819-unicef-netherlands-non-profit-dynamics-365

"With Dynamics 365 Customer Insights, we can look back and forward
to create a unique and unforgettable customer experience.”

Bernt Bisgaard Caspersen

Head of Solution Team & Architecture
Tivoli

TiVOIi Gardens theme « Reduce churn with Al-driven insights
park delights and
charms guests

* Increase visit frequency with personalized communications

« Tailor customer service interactions with personalized activity recommendations



https://customers.microsoft.com/en-US/story/tivoli-united-kingdom-media-entertainment-dynamics-365-customer-insights
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Customer Insights

Q&A
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