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Introduction

Customer experience has become increasingly important for brands, yet there is a significant gap

bet ween how companies think theydre doing on del
customers think. We believe companies must think about their customer journey and engagement

models di fferently in todayods worl d.

Our mission with Customer Engagement solutions from Microsoft Dynamics is to enable companies
to deliver amazing customer experiences via intelligent customer engagement. We provide end-to-
end customer engagement solutions so that companies can deliver customer experiences that are
personalized, proactive and predictive. Companies can:

1 Personalize customer experiences by creating end-to-end, outcome-focused journeys that
engage customers at the right time and place with the right message.

1 Create proactive experiences by determining the next best interaction with your customer
based on context.

1 Make customer engagement predictive by using analytics, internal and external data to
identify patterns and predict outcomes.

This document highlights the capabilities of the Dynamics CRM 2016 release, which includes updates

to all online services, including Microsoft Dynamics CRM 2016, Microsoft Dynamics CRM Online 2016
Update, Microsoft Dynamics Marketing 2016 Update, and Microsoft Social Engagement 2016 Update
thatwi | I further our customerso abilities t onadies| i v
CRM is a major release that will be delivered to our online and on-premises customers. The online
services- Microsoft Dynamics CRM Online 2016 Update, Microsoft Dynamics Marketing 2016 Update,

and Microsoft Social Engagement 2016 Update- will be delivered as a customer driven update. The
Microsoft Dynamics CRM 2016 capabiliies highlighted in this document will be delivered for both

online and on-premises customers except where noted in the footnotes.




Key InvestmenOverview

With Microsoft Dynamics CRM 2016, wedre continui
Engagement to the market & helping companies deliver customer experiences that are personalized,
proactive and predictive. The 2016 update includesall of our CRM servicesd Dynamics CRM,

Parature, from Microsoft, Dynamics Marketing and Microsoft Social Engagement and covers 4 major
themes, Productivity, Intelligence, Mobility and Unified Service.

Productivity -At Mi cr osoft, we dventing thewaycormpareed thihk@bout e i
productivity and business processes. We build our CRM capabilities so that they are seamlessly
embedded into productivity tools, including Office 365 so that sales, service and marketing
professionals can leverage faniliar tools that they prefer to use.

In CRM 2016, wedll enhance the CRM a p3p5Groaps, devert | o
Excel templates on top of the immersive Excel we added in the spring, surface trending documents

from Delve, makeiteasi er to create personalized sales doc
to access contextual CRM documents across SharePoint, Office 365 Groups, OneDrive for Business.
Intelligence -Wi t h CRM 2016, wedl |l del i v e nrviceamdnatkdtinggvithnt p
the power of t he Cortana Analytics Suteandma c hi ne | ear ni ng. Wedre int

intelligent product suggestions (for up -sell / cross-sell) and recommended cases and knowledge to

resolve customer servicecases. Wo6r e harnessing the power of Machi
analysis in Microsoft Soci al Engagement . We dr e
CRM throughout the entire customer journey.

Mobility - In CRM 2016, we continue to invest h mobile capabilities for tablets and phones with full
offline mobile capabilities, the ability to create task -based mobile apps, Mobile Application
Management with Microsoft Intune and next generation Cortana integration that surfaces CRM data
to drive proactive interaction and voice-driven CRM.

Unified Service - With CRM 2016, we'll delivera single, unified solution for Customer Service across
self, assisted and field service. This began with the integration of Parature knowledge management in
the Spring, and continues with a new role driven agent experience, a native Knowledge Management
solution in CRM and surveys to capture voice of
capabilities with the acquisition of FieldOne.

Wedre also investing in Dynamics Marketing and M
a marketing channel to our multi-c hannel campaigns. Wedre increas.]
| anguages for social. Wedre also introducing th

automated triage and adaptive sentiment.

Details on the features and capabhilities in CRM 2016 for Marketing, Sales, Customer Service, Social,
Mobile, Online Visibility and Control, and Platform can be found below.




Marketing

Microsoft Dynamics Marketing enables your marketing team to seamlessly go from planning, to
execution, leveraging the power of Office 365 and Power Bl to measureyour marketing performance
across channels from start to finish so you can bring your marketing vision to life. You can engage
customers one-to-one across channelsbuild your sales pipeline and demo nstrate the impact of
your marketing investments in real-time.

As part of our continued investments in making Dynamics Marketing the best integrated marketing
management system on the market, we are continuing to invest in advanced capabilities across the
board in SMS andemail marketing.

SMS Marketing
Marketers can truly go mobile. As a modern mobile
marketer, you can create powerful SMS campaigns as
well as integrate SMS marketing in your multi-channel
campaigns. In this release Dynamics Marketing will
support both outbound and inbound SMS marketing
in select markets. This means ability to:
1 configure inbound SMS campaigns with SMS
keywords to get SMS opt-ins ‘B
1 maintain a database of opt-in and opt-out P [» B
preferences of your marketing contacts e ol
1 send outgoing promotional SMS messages to
opted in contacts for SMS
1 tracking performance of your SMS campaigns

MARKETING

Cafe launch event alert

Activities Properties Goal

Hi @Contact FirstName! Now you can enjoy the Forth Coffee experience on the 4th NE $1 and 2nd avenue, minutes away from city hall. Text STOP MGB1D to unsub.

The capability to integrate SMS marketing in multi -channel campaignstruly stands out Dynamics
Marketing in mobile marketing space and enhances its positioning as one of the best multi-channel
integrated marketing management clouds for the modern marketer.




Email M arketing

We continue our investments in core marketing |=" '

pillars such as email marketing. We are enriching A Dynamic Newsletter T
the email editor that we shipped in with the 2015 =bokE

releasewith features to make it easier to use for il

marketers. Forinstance,y oudl | see ne . =" =

. A Dynamic Newsletter 104434

to see the generated HTML in your emails el

interactively. The advanced editing experience has
been improved in various ways. Forinstance, it will
be possible to use the media library directly from
the HTML code. We also continue to make service
enhancements to scale our service in the backend.
Thiswilli mpr ove our serviceds abil
high email volume, improved email deliverability , .
fault tolerance, and logging/auditing capability.

Media Library

Sales

The way customers interact with businesses has
ubiquitously connected via mobile devices, plugged into their social network, and doing their own
research. This means that the usual methods of doing business are no longer working. The
sophisticated and more demanding customers of today exp ect to be engaged in new ways.

To continue to sell effectively, salespeoplemust adapt. The new way of selling requires salespeople to
become trusted advisors, so it is even more critical to maximize sales productivity and free up time to
engage customers with relevance.Mi c r o Salelssbldtien helps sales professionals transform into
top performers who are highly connected and collaborative by surfacing the right information at the
right time no matter where they are so they can engage their customer s in meaningful ways to
deepen relationships while growing the business.

In order to help salespeople be more productive and deliver amazing customer experiences, we are
pleased to deliver the following features:

f



CRM App for Outlook

Mi crosoftds strategy is to align with how and wh
salespeople want to work. One way Microsoft is doing

that is by delivering key sales capabilities within

Outlook desktop and mobile browser. For Outlook on

the desktop, Microsoft already delivers CRM for

Outlook, which provides true offline and rich sales

capabilities inside the productivity application that

salespeople already use on a daily basis. In this release,

Microsoft makes it even easier to stay productive by

surfacing contextual information from Dynamics CRM

right in your inbox. The Microsoft Dynamics CRM App

for Outlook * makes it easy totrack emails, add

contacts from within an email or even create new records to track emails againstthe browser on PC
or Mac or mobile browser on phone. The CRM App for Outlook will expand support to include
Firefox, Safari for Mac and Outlook for Mac in addition to the currently supported IE and Chrome.

Excel Integration

To help increase productivity, Microsoft is providing the ability for salespeople to cond uct analysis in
Excel, directly within Microsoft Dynamics CRMOnline?. This eliminates the time and effort required to
switch between applications in the middle

of completing a business process.

Salespeople can now view sales data in

familiar Exceltemplates, perform what-if

analysis, and upload the changes, allwhile

maintaining the work context .

Export and analyze data in Excel from
your mobile device with added support
for the CRM for Tablets and Phones

apps.

! Available for CRM Online only 8 for more details on available markets and languages reference the User Guide
(http://go.microsoft.com/fwlink/p/?LinkID=532753).

2 Immersive Excel capability is only supported for CRM Online. CRM Orpremises deployments continue to support
exporting Excel.























































