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Freelance Consultant, Expert CRM Services Ltd

First CRM exam was “Microsoft CRM Customization
v1.2" in October 2003 — nearly 20 years ago!
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Agenda * Veryquick overview of licensing
 Feature comparison — Sales Enterprise and Premium

e Feature tour
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Dynamics 365 Sales Licenses

Sales Sales
Professional Enterprise

Sales Premium

No Insights
features

e nordic summit

Sales Insights is
purchasable as
add-on to Sales
Enterprise

But includes
some “Insights”
features

Sales
Enterprise

4

Sales Insights

www.nordicsummit.info

Relationship Sales

Sales
Enterprise

4

LinkedIn Sales
Navigator

e

Sales Insights

Per user/month
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Features by license

Sales Accelerator

Assistant

Productivity

Relationship insights

Predictive models

a nordic summit

Workspace, Sequences,
Segments, Assignment Rules

Insight cards v
Conversation intelligence v
Auto capture, Email engagement v
Notes Analysis x
Analytics and health v
Basic Who knows whom v
Enhanced Who knows whom x
Lead scoring, Opportunity scoring v
Premium forecasting x

www.nordicsummit.info

V2

1 extends capacity

2 additional features
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Features with capacity limits

Sales
Premium
capacity

Purchasing Additional capacity

Feature Unit Sales
Enterprise
capacity

Business Card Scans per user/month 10

Reader (pooled at tenant level)

Conversation Hours-peruser/month 3

intelligence {posled-at-tenantiovel)
As of March 2023 -

unlimited hours

Sales Accelerator  Records connected to a 1,500
sequence per
environment/month

Lead and Records scored per 1,500
Opportunity environment/month
scoring

200

No limit

No limit

Q nordic summit www.nordicsummit.info

Additional user license
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Features with capacity limits - rollover

 As per the licensing guide, capacity licenses require a minimum of a one-year subscription
» Monthly allotment is effectively an annual allowance
* For example:

« Scoring capacity is 1,500 records/month/environment

* This provides an annual allowance of 18,000 records

 The annual allowance can be used at any rate — even all in one month

« After the year, the allowance expires, and unused capacity is lost
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Enable Premium

Dynamics 365 Sales Hub & Search

Supercharge your sales with Premium

Accelerate sales, build stronger relationships, predict outcomes, and boost
® Recent oY seller productivity with our full suite of premium capabilties. Learn more

nr Home Overview

Pinned Sales accelerator
5 Pinne e Some premium features require sharing data with other Microsoft and Dynamics 363 services, Your use may require

compliance with various laws and regulations. Data imported from nther Micrnsoft services is suhject to our

Motkspece privacy statement.

Sales Insights

Sequences D | agree to the terms and conditions

Segments
& Try Premium Contact us

Assignment rules

| &8 Global settings

Assistant (premiumy)
Assistant studio Customize, prioritize, and create new insight cards for your organization with the assistant

X studio. Learn more
Insight cards

Notes analysis

Productivity
Motes analysis suggests actions that sellers can perform based on interactions with

Conversation intelligence customers. Learn mare

Auto capture

Relationship analytics

Email engagement Pricritize customers using machine learning signals from Office 365 and Dynamics 365,
Learn more .
‘ You're all set!
Predictive lead scoring Start accelerating sales, building stronger relationships,
Increase conversions by finding and prioritizing prospects who are most likely to buy. prEdiCtil"lg outcomes, and bCIDStiI"Ig productivity with aur
Learn more

full suite of premium capabilties. Learn more

Bl Sales Insights sett... & ,
Get started
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Use Sales Insights features

Sales Accelerator
Assistant

Productivity

Relationship insights

Predictive models

G nordic summit

Workspace, Sequences, Segments, Assignment Rules
Insight cards

Conversation intelligence

Auto capture, Email engagement

Notes Analysis

Analytics and health

Lead scoring, Opportunity scoring, premium forecasting

Connection Insights - Who knows whom

www.nordicsummit.info

Configure
Configure cards

Configure Teams and call
storage locations

Turn on

Turn on

Turn on and configure
Configure

Configure
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Sales Insights setting in S

g nordic summit

Sales Hub

Sales Hub

ales Hub :

Enterprise

www.nordicsummit.info

Overview

Ay ‘ Overview

Sales accelerator

Workspace

Sequences

Segments

Assignment rules

Assistant studio

Insight cards

Productivity

Conversation intelligence

Insights [preview)

Auto capture

Email engagement

| <

Sales accelerator
Waorkspace
Sequences
Segments

Assignment rules

Assistant studio
Home
Insight cards

Optimize ranking (preview]

Productivity
Conversation intelligence
Insights (preview)

Auto capture

Email engagement

Motes analysis Premium

Relationship insights
Overview
Analytics and health

‘Who knows whom

Predictive models
Lead scoring
Opportunity scoring

Premium forecasting
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Enterprise and
Premium

Sales Accelerator

f:‘ nordic summit www.nordicsummit.info #NordicSummit



What i1s Sales Accelerator?

* A workspace to view a
prioritized list of tasks

* Help sales staff
determine the next
best customer to reach
out to

0 nordic summit

= 2 Search work items Y Tl
tn Home 2

& oo o My work list

7 Pinned V ~  Wednesday 10
My Work Kenya Brady ag

£ Sales accelerator
Activities

% Dashboards L4 @

Customers

Accounts @
L]

82 Contacts

Sales

L]
o€ Leads @
[ Opportunities

2 Competitors

Store Mana... » Consolidated Messen...

= Introduction mail8/30/2023 8:18 AM

Reuben Kidd 75
Cafeteria Manager - Proseware Inc.

EA Introduction maild/30/2023 8:18 AM

Winford Asher 90
Cafeteria Manager - Fabrikam, Inc.

E= Introduction mail8/30/2023 818 AM

Harriet Parrish 62
Cafeteria Manag... « Lucerne Publishi...

= Introduction maild/30/2023 8:18 AM

lvan Cashin 88

www.nordicsummit.info

Enterprise and
Premium

= Save = New ]E[ Delete 'U Refresh Q; Check Access

Kenya Brady - saved

Lead . Sales Trial

© O-

Lead to Opportunity Sale...

Active for 54 hours Qualify (54 Hrs) B Develog
Summary Details Relationship Analytics  Related
Upnext (O O
Sequence: New lead nurturing
~

= Introduction mail
Step 1 » Due by 8/30/2023 8:18 AM

Thank for the interest and take the op portunity to share details about the
company, the product/services and the team

=1 Email | | (£) Mark complete

2 Wait 5 days

=1 Reminder email
Step 2

Reminder email
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Sales Accelerator needs to be configured

Choose
the

workspace (by
Security
Roles)

g nordic summit

Choose
and
forms to show
In work list

Enable

www.nordicsummit.info

Enterprise and
Premium

Define

Create

Rules
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Enterprise and

Connect sequences to records remium
» Manually in a view or form
€ T Save J Save & Close = New ]E Delete C_:' Refresh CE Check Access & Qualify Hd Process v E Connect sequence
John John - Unsaves v
Lead - Lead - Lead Source R
@ " F
Lead to Opportunity Sale... | 7/ L)
i o b oo ol L Qualifv (<1 Min) £ Develoo h Probose
Connect lead to sequence X
Sumn
Select the sequence that you want to connect to the lead.
e L2 Search
Ti Mame Record ty... ~ Max... ~ Owner Last mod... L ~  Modified by Tags ™~
Mew lead nurturing ; : ; :
e e S e e T Lead 5 @ Feridun ... 8/30/2023 8:23 AM Feridun Kadir
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Enterprise and

e
Connect sequences to records e
 Manually in a view or form  Automatically to records in a segment

(set of records that match
conditions)
TR T T * Define segment
_ " "« Link sequence ta segment
. - R it 0
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Assignment rules

Automatically assign

leads and opportunities to

sellers or teams

Allows for more complex

assignment scenarios
than workflows

e nordic summit

Enterprise and
Premium

Create assignment rule

Set rule conditions to automatically assign leads or opportunities to the relevant sellers or teams. Learn more

1 Rule name *

E.g Distribute leads based on country

2 Select eligible leads for this rule ©

@ All incoming leads

O Specific leads

3 Assign these leads to sellers or a team @

‘ Any seller b

4 Distribute leads by @

O Round robin @ Load balancing

Consider seller work schedule @

2 P 5 3 ~
Assign new records to available seller within | 120 hours , | after a record is create

www.nordicsummit.info
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Enterprise and
Premium

Assistant Studio
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Assistant

 Shows Insight Cards on records and on dashboard

Sales Activity Social Dashboard ~

My Open Opportunities 0 B O My Open Leads O B = Notifications
Sales Pipeline Leads by Source {1 Breminders &
® 1-Qualify @ 2-Develop @ 3-Propose @ 4-Close 4 ® Employee Referral @ External Referral @ Other @ Partmer @ PublicRel »
- Recent meeting
New opportunities
a Opportunity closing soon
5 Café BG-1 Pro Grinders for Northwind Traders
5154,184.00 a Opportunity closing soon
5 Café A-100 Automatic
a Opportunity closing soon
3 Café Grande Espressc Machines for A, Datum
a Opportunity closing soon
— a 2 Semiautomatic Espresso Machines for A. Datum
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Enterprise and

Assistant Studio Fremium
Standard Premium — adds features
* Includes out-the-box cards * Create custom cards

» Administrator can turn cards on and  * Set High Priority

off » Optimize card ranking using conditions

e User can turn cards off (deprecated)
* Assign cards to users by security roles
e Edit card flow in Power Automate

* View card usage
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Enterprise and
Premium

Conversation Intelligence
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Enterprise and
Premium

Conversation Intelligence...

 Uses analytics and data science to gather data from sellers’ call recordings
and Dynamics 365 Sales

 Analyses the data to provide information and insights to intelligently manage
your sales team and proactively coach sellers

« Displays relevant key performance indicators (KPIs) and intelligent call data
KPIs by team, seller, and call

« Uses Microsoft Teams or third-party dialler (requires integration)
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Pre-requisites to configure

Enterprise and
Premium

Dynamics 365 Sales Hub

* A Microsoft Teams
Calling plan

 Configure Teams Calls
in App Settings in
Sales Hub

1o &

 Teams calling requires
Edge or Chrome

(‘ nordic summit

Home
(5} Recent
s# Pinned
Digital sales

[» Getstarted

General Settings

S Qwverview

|

Lead + opportuni...

@

Productivity tools
Chat and collabor..,

Teams Meetings (...

H 2 2

Linkedin integrati...

Sales usage reports
Teams calls
Deal manager (pr...

SMS providers

Data improvement
Duplicate detection

B2 Email validation

Playbook management

Playbook templates

www.nordicsummit.info

Microsoft Teams calls

Set up Microsoft Teams so your sales team can call customers directly from Dynamics

with seamless integration and

premium options avai

(] See how it works

Teams calls *

@ o

@ o

W

5 and

riternal calls will ring only in the Teams app, not in Dynamics 365 {recommen

Enable for ©

All security roles

(—\.- Specific secu
5.

~  Advanced settings

Recording with real-time transcription and insights §

@ o

sum

Enable for U

All security roles

rersation intelligenc
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Configure Conversation intelligence

Sales Hub

Cverview

Sales accelerator
Workspace
Sequences
Segments

Assignment rules

Assistant studio
Home
Insight cards

Optimize ranking (preview)

Productivity
Conversation intelligence
Auto capture

Email engagement

Notes analysis

ﬁ nordic summit

Conversation intelligence

Enable your sales team to access powerful call insights and analysis, drill down into their customer interactions
and get real-time call transcripts and summaries. Learn mors

Microsoft Teams call recordings

£ 2 "
Enable your sellers to make call recordings with Microsoft Teams calls, which will be used by
conversation intelligence to provide insights and analysis for those calls,
R, Enabled
Call recording storage
Define call recording storage location and retention.
B Microsoft storage =]
Business settings
W
;-_-;f Tracking 2 competitors (. Tracking 1 keywords ‘?"; 29 languages selected
Data consent and privacy
N
Set your organization's privacy and data consent options and waive individual user consent
New and upcoming features
~

Be the first to try out new and upcoming features before they're rolled out to all our customers.

www.nordicsummit.info

Configure Teams calling —
requires Teams, Phone
System and calling Plan

Where calls are saved —
Microsoft managed or your
own Azure storage

Names of competitors,
keywords, summaries and

languages

Allow Microsoft read
access to data
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Enterprise and
Premium

Conversation Intelligence app

e https://sales.ai.dynamics.com/

 Before Conversation Intelligence is configured sample data is shown
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Enterprise and
Premium

Auto Capture
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Enterprise and
Premium

Auto capture

* Provides suggestions for emails and meetings in Outlook to “capture” into
D365.

 Nothing to configure — just turn on

Auto capture

Capture emails and meetings from Outlook to simplify data entry for your sellers. Learn more

To use auto capture
¢ Connect Dynamics 365 to Exchange Online (server-side sync)

« Approve each user's email address manually (requires Dynamics 365 system admin and Office 365 global admin or Exchange admin permissions)

Q Basic auto capture enabled
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Enterprise and
Premium

Auto capture

e [tems from user's mailbox show in the timeline with option to track

Timeline + Y

=
il
]

) Search timeline

Enter a note... 1]

4
@ Modified on: 12:46 PM
&3 UntrackedEmail Untracked Email from: 2 Feridun Kadir B

Request for product details
Please send me details of your products. Regards Feridun Kadir Principal Consultant a...

View more
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Enterprise and
Premium

Auto capture

e https://learn.microsoft.com/en-gb/dynamics365/sales/free-auto-

captureffwhich-activities-are-captured describes how email addresses are
matched
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Enterprise and
Premium

Emall Engagement
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Enterprise and
Premium

Email engagement

* Nothing to configure — just turn on

e But to use followed attachments — OneDrive for Business and Document
Management Is required

 Enable Bing Maps to turn on delivery-time recommendations

Email engagement

Enable read receipts and follow-up reminders to help sellers keep track of engagement with customers. Learn more

‘) Enable email engagement
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Enterprise and
Premium

Options when composing email

Email Engagement Email Engagement

= = m e . T
@ Recipient Activity will be followed (U @ Recipient Activity will be followed 2/
Do Mot Follow Do Mot Follow

It is outside business hours for Feridun Kadir. We suggest you send
this email on 06/03/2023 08:00 your time.

Schedule email to be sent at a later time.

Send Later
Delay Send

Set a reminder to follow up on this email.
Set a reminder to follow up on this email.

2

Set a Reminder
Set a Reminder

Q nordic summit www.nordicsummit.info #NordicSummit



Enterprise and

Email engagement — where to see remium
* Timeline
Timeline 4+ ¥ =
O Search timeline
f Enter a note... 1]
@ Modified on: 20:58
[ Email from: = Feridun Kadir Closed Sw H
Meet to review proposal CRM:0001001
Feridun.. Thanks for your enguiny. | suggest we meetf to review the proposal. when woul... /
Sent Just now . Last opened Just now 4|
View more
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Email engagement — where to see

e On the Email

{‘ nordic summit

Recipient Activity

= (] >
1 0 0
Opens Attachment Link Clicks
Views
Just now
Email Opened

=
0

Replies

www.nordicsummit.info

Enterprise and
Premium
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Enterprise and

Email engagement where to see Fremium
* In All Followed Emails activity vie
N IVITY VIEW
All Followed Emails ~ @ Editcolumns Y Edit filters Filter by keyword
Due
All . ‘
) Subject T~ From ~ Tov Regarding ~ Priority ~ Status Rea... ¥ Modified On Last Opened Time ~ Open Count~  Attachment Open Co... >~ Links Clicked C... ~ Reply Count v~
Meet to review proposal CRM:000... e Feridun Kadir @ Feridun Kadir  Feridun K... MNormal Sent 05/03/2023 2... 05/03/2023 20:56 5| 0 0

(‘ nordic summit www.nordicsummit.info #NordicSummit



Premium only

Notes Analysis
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Notes Analysis

* Nothing to configure — just turn on

Notes analysis

Notes analysis suggests actions that sellers can perform based on interactions with customers. Learn n

e Notes analysis enabled

nore

(‘ nordic summit

www.nordicsummit.info

Premium only
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Notes Analysis

* Provides suggestions for actions based on activities in the timeline

0 nordic summit

Timeline + Y

i
i

Search timeline

Enter a note...

m
N
@ Modified on: 12:37 PM

7 Subject Meet to review proposal CRM:0001001 Closed Q| v

2 New Appointment suggestion 1... @ X
New appointment

@ Shall | create an appointment?

Edit and Create e =

mTrom FRVIar£s tenant

www.nordicsummit.info

Premium only
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Premium only

Relationship Insights
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Relationship insights
 Enable on Overview page

* Provide consent to use data — M365 admin center (see
https://learn.microsoft.com/en-gb/dynamics365/sales/ms365-consent-types)

* Features
* Analytics and health

e Enhanced Who knows whom

(‘ nordic summit www.nordicsummit.info #NordicSummit



Enterprise and

Analytics and health Premium

» Configure Activity influence and grading bands
e Shows on forms:

* Relationship Analytics tab on opportunity Sales Insights form

* Also a Relationship Health component on Summary tab
* Views

» My Open Opportunities by Relationship

f; nordic summit www.nordicsummit.info #NordicSummit



Enterprise and

Who knows whom Premium

* |dentifies colleagues who can introduce you to leads or contacts, based on
their interactions through emails and meetings

 Basic — uses data in Dataverse, no configuration available in Enterprise

* Enhanced — uses data in Exchange, available in Premium

f:‘ nordic summit www.nordicsummit.info #NordicSummit



Premium only

Enhanced Who knows whom

* Enable integration with Exchange using Microsoft Graph in Microsoft 365 admin
centre

* In Sales Insights, select an email template to use for introductions

Who knows whom

@ To use Who Knows Whom in Dynamics 365, ensure that connection graph in Office 365 Admin

Center is enabled.

Select an email template to use for sending introduction emails to connections.
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Control on Contact form

Wheo Knows Whom 58 Whe Knows Whom =
Alan Steiner =
Q‘j = f—
® alans@contoso.com —
L]
Get Introduced
Allie Bellew =
% i [—1
1‘.-. | allieb@contoso.com p—
]
Get Introduced
Diane Prescott —
. —
Q dianep@contoso.com —
LY r — N
Get Introduced sil
RV

Alan Steiner

Strong Connection Strength

7 alans@contoso.com

Get Introduced
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Enterprise and
Premium

Scoring Models

* Both lead and opportunity scoring use predictive machine learning to calculate
scores for open records based on historical data

* Higher scored records have a higher predicted chance of conversion
* Up to 10 models — for different sets of leads/opportunities

 Requires a minimum of 40 qualified and 40 disqualified leads OR 40 won and 40
lost opportunities created in the past 2 years
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Configure scoring for lead and opportunity

Name Model

e nordic summit

(Optional)
Select a
Business
Process
Flow

Select field
to use for
closed
states
(default
Status)

(Optional)
Filter by a

column

www.nordicsummit.info

Specify

past time
frame

Enterprise and
Premium

Publish
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Enterprise

Scoring in Enterprise in App Settings

Dynamics 365 S Search

~  Get started with digital sales

fm Home
Take your business to the next level with a best-in-class digital selling solution, designed to h
© Recent i and sell mare. Learn more or watch the overview video
s Pinned
Digital sales Sales accelerator

Help your team focus on what matters most with a prioritized list of upcoming activities and tasks and
l > Getstarted everything they need in one place.

General Settings [> See how it works

1500 sequence-connected records per month are included with your plan, Learn more

@ Overview
LL Lead + opportunit... c %
Microsoft Teams collaboration
@ Productivity tools Connect Dynamics 365 and Microsoft Teams so your sales teams can collaborate seamlessly on deals
from wherever they wark,
* Chat and collabor...
£
A Teams Meetings (... *G¢ Edit settings
[ Linkedin integration Advanced options: Create private teams, apply sensitivity labels, and choose which record types can be linked t
Sales usage reports

Microsoft Teams calls with conversation intelligence
Teams calls

L

Set up integrated Teams calls v
Opportunity pipeli... from Dynamics 365 and get rea

th conversation intelligence so your sellers can call customers directly
time insights. rich call summaries, and miore.

[ SMS providers B e D

Diplestedeteatioy Lead and opportunity scoring

Email validation Harness the power of Al to get insights into which deals are most likely to close so your team can
prioritize better,

Playbook management B Bechow bwors

Playbook tamplates

1500 scored records per month are included with your plan, Learn more

Onordic Summit EAppsenlngs ¢ YY YY VYL IV UWITVUOUJLT w11 11w #Nordicsummit



Enterprise and
Premium

Opportunity scoring — Per Stage model

* A per stage model calculates the influence of attributes at each stage of the
business process flow based on past data

* After enabling and training, can refine the model to select which stages are
relevant
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Enterprise and
Premium

FYI: Change in 2020 release wave 2

e Before

e scoring data was stored on the lead and opportunity tables

* Now

« stored in msdyn_predictivescore table (for lead and opportunity)
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Lead and Opportunity score control

* Available by default on
Sales Insight form

e Can add control to
other forms

(‘ nordic summit

Enterprise and
Premium

Components X

New Opportunity
Opportunity

Summary Products Ouotes Files MewTab Related

Prioritize smarter with opportunity scores

www.nordicsummit.info
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Lead and Opportunity score controls

Lead score (i) Opportunity score @

Grade A Grade B
~* Improving > Steady

— — Decisi is identifi
A Purchase timeframe is this quarter {3) A Decision maker is identified (D

A Dedision maker identified (D) ¥ Purchase timeframe is unknown (3)

A Estimated budget is $40,000.00 (D) ¥ Purchase process is unknown ()

Details Details

i)
)
)

8]
11

]
m
vl
il
8]
(18]
8]
I
I
(&)
I
[
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Premium only

Premium Forecasting
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Premium only

Premium forecasting

* Forecast feature (included in Enterprise) helps track sales performance
against targets

 Forecasts are based on actual values in opportunity records

* Premium forecasting extends forecast feature by using Al-driven models to
predict sales based on historical data and the current sales pipeline
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In Summary

/ "i
Lots of features to play Set up a trial to test Train users

with
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THANK YOU!

G nordic summit www.nordicsummit.info #NordicSummit




