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Introduction

In today's digital age, understanding your customers has never been more
critical. Businesses are increasingly turning to data-driven approaches to gain
valuable insights into customer behavior, preferences, and needs. One such
powerful concept is the Customer 360 View, which provides a comprehensive and
unified view of each customer across all touchpoints and interactions. Microsoft
is enhancing this approach with Dynamics 365 Customer Insights, a solid tool
that supports the implementation and leveraging of your Customer 360 View
effectively. In this e-book, we will explore the concept of Customer 360 View and
how harnessing customer data with advanced tools like Dynamics 365 Customer
Insights can drive business growth and success.
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Chapter

Understanding Customer

360 View

Definition and Explanation
of Customer 360 View

Customer 360 View is a holistic approach to un-
derstanding customers by aggregating data from
various sources, including sales, marketing, cus-
tomer service, and online interactions. It provides a
unified and centralized view of each customer, en-
abling businesses to gain deep insights into their
preferences, behaviors, and engagement history.

Foundational Principles of
Customer 360 Degree View

Integration: Bringing together data from disparate
systems and touchpoints to form a comprehensive
view of the customer. This includes data from CRM
systems, transactional databases, social media,
and other interaction points.

Accessibility: Ensuring that relevant customer data
is accessible to all departments and teams within
an organization. This promotes collaboration and a
more cohesive approach to customer engagement.
Recurrent Updates: Keeping customer data up-
to-date to reflect the latest interactions and trans-
actions is essential. This ensures that the insights
derived are current and relevant.

Security and Privacy: Maintaining strict data se-
curity and privacy standards to protect customer

information and comply with regulations such as
GDPR. This builds trust with customers and miti-
gates risks associated with data breaches.

Importance of Data Quality in
Customer 360 Degree View

High-quality data is critical to the success of a Cus-
tomer 360 Degree View. Inaccurate, incomplete, or
outdated data can lead to misguided insights and
poor decision-making. Ensuring data quality in-
volves multiple dimensions:

Accuracy: Ensuring that all customer data is cor-
rect and free from errors. This involves validating
data at the point of entry and continuously check-
ing for discrepancies.

Completeness: Making sure all necessary informa-
tion about customers is captured and maintained.
This includes demographic data, purchase history,
interaction logs, and preferences.

Consistency: Ensuring that data is uniform across dif-
ferent systems and departments. Standardizing data
formats and definitions helps maintain consistency.
Timeliness: Keeping data up-to-date to reflect the
most current customer information. This requires
regular updates and real-time data integration.
Relevance: Collecting data that is pertinent and
useful for business objectives. Irrelevant data can
clutter databases and obscure valuable insights.
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Chapter

Benefits of Customer

360 View

Enhanced Customer
Experience

By having a complete view of each customer, busi-
nesses can deliver personalized and targeted expe-
riences across all touchpoints. Understanding cus-
tomer preferences and behaviors allows companies
to tailor their interactions, leading to higher custom-
er satisfaction and loyalty. For example, if a custom-
er frequently purchases certain types of products, a
business can offer personalized recommendations
and promotions that match their interests.

Improved Marketing
Effectiveness

Customer 360 View enables businesses to seg-
ment customers based on their characteristics and
behaviors. This segmentation allows for more pre-
cise targeting and tailored marketing campaigns,
which can significantly improve the effectiveness
of marketing efforts. For instance, marketing cam-
paigns can be designed to appeal to specific cus-
tomer segments, increasing the likelihood of en-
gagement and conversion.

Increased Operational
Efficiency

By centralizing customer data and eliminating silos,
businesses can streamline processes, reduce du-
plication of efforts, and improve decision-making.
This efficiency leads to cost savings and more ag-
ile operations. For example, having a unified view
of customer interactions can help customer service
teams resolve issues more quickly and effectively,
enhancing the overall customer experience.

Enhanced Product and
Service Innovation

A comprehensive Customer 360 View provides
deep insights into customer needs, preferences,
and pain points. This rich data source can drive
innovation by identifying gaps in the market and
opportunities for new product or service develop-
ment. For example, businesses can use customer
feedback and behavior data to design features that
better meet customer expectations or to develop
entirely new products that address unmet needs.
This leads to a more responsive and competitive
product strategy, ultimately driving growth and cus-
tomer satisfaction.



Unlocking Customer Insights: The Power of Customer 360 View Page No - 6

Chapter

The Challenges of

Siloed Data

Despite its importance, achieving a customer 360 view is often challenging due to data silos. Data silos occur

when data is isolated within different departments or systems, making it difficult to get a complete picture of the

customer.
Here's why this is a major issue:

Incomplete Customer
Profiles

Siloed data leads to fragmented customer profiles.
Without a complete view, businesses might miss
critical insights and fail to understand customer
needs fully. For example, marketing might have
data on customer engagement with campaigns,
while sales has information on purchase history,
and customer service holds records of support in-
teractions. When these data sets are not unified,
opportunities for personalized engagement are
lost.

Inefficient Operations

Data silos cause duplication of efforts and ineffi-
ciencies. Employees spend valuable time reconcil-
ing data from various sources instead of focusing
on strategic tasks. This can lead to delays in de-
cision-making and missed opportunities for timely
interventions.

Inconsistent Customer
Experience

When different departments have different ver-
sions of customer data, it can result in inconsist-
ent interactions. For instance, a customer might
receive a promotional offer for a product they have
already purchased or be asked to provide informa-
tion they have previously shared. This inconsisten-
cy not only frustrates customers but also erodes
trust and loyalty.

Limited Insights and
Analytics

Isolated data prevents comprehensive analysis.
Without a holistic view, businesses cannot lever-
age advanced analytics to uncover deeper insights
into customer behavior, preferences, and trends.
This limits the ability to make informed, strategic
decisions that drive growth.
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Chapter

How Dynamics 365

Customer Insights Helps

Build a 360 View

Dynamics 365 Customer Insights - Data is a robust customer data platform (CDP) designed to unify data from

various sources, providing a complete and accurate view of customers.

Customer Insights Solution
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Dynamics 365 | Customer Insights - Data

4 Back to Customers  [E3 Profile add-ons

@ Home : ?
Abbie Bonam Activity timeline V7 Filter “'“"" :‘"‘: T°‘a‘ °“’""I° Spend
| % customers ¢ B  Richemond, Cai i N N o
X \& ;
& Data ~
1 Cases 51 EmailActivity 10 OnlinePurchases ~ 0.97 E 1.1K
Data sources o
Customerld 00301¢483b009b63c08c20e5{d96340a Q
Unify
FirstName Abbie 9 POSPurchases 1 Subscriptions
Enrichment Number of Online Purchases
LastName Last updated a year ago
Activities ! fonam SEP 2023 1 Bydate
Gender Female
Tables Website visit - 5 min ag REALTIME
DateOfBirth 1/5/1981 el 0
ateOfBirth
Exports
Website visit - 3 min ago REALTIME
0 Insights v Telephone 839.710.8555x546 1
O EMail Abbie_3432@relecloud.com REALTIME Interest SoV for customers like Abbie Bonam o)
ettings v 2 432@rek
2 m/espressomachine/sale/
Address 929 John Green,
Richmond, California 24441 S —
USA g
Aug 2023 (14) Non-Alcakol
—_—
Additional fields Coffee
Jul2023 Sports Drin..  I———
Interest False Juice I
Jun2023 @) o% 0%  20%  30% 40 o
Customer_Modified...  10/28/2022, 10:41 AM (UTC)
Opened - 2023
1ds formation & v prduct was sent
Dynamics: Contacts May 2023 () Brand Sov for customers like Abbie Bonam ®
Contactld CNTID_3519
Contactld_Altern CNTID_3519 80 - 5/29/2023
nul Ounki' Do.. I
POS: Customers. Caribou Cof.. I
Loyaltyld LOYID_3519 Apr 2023 () Starbucks
Loyaltyld_ Altermate  LOYID_3519 o Peet's Coffee I

Source: Microsoft Website

Here's how it breaks down data silos and helps build a customer 360 view:

Q Unified Data Across Sources

Dynamics 365 Customer Insights integrates data from CRM, ERP, databases, files, websites, and other sources
into a single platform. This unification ensures that all customer information is consolidated, providing a compre-
hensive view that includes transactional, demographic, and behavioral data.

Centralized Customer Profiles

By combining data from different departments, Customer Insights creates detailed and centralized customer
profiles. These profiles capture every interaction point, ensuring all teams have access to the same, up-to-date
customer information. This enables consistent and personalized interactions across the organization.

@\ Advanced Analytics and Al

Customer Insights leverages Al and machine learning to analyze unified data, uncovering patterns and predict-
ing customer behaviors. This advanced analytics capability provides deep insights into customer needs and
preferences, allowing businesses to make proactive and informed decisions.

() Streamlined Operations

With all data consolidated in one place, operational efficiencies are significantly improved. Teams can quickly
access comprehensive customer information, reducing the time spent on data reconciliation and focusing more
on strategic initiatives. This streamlined approach enhances productivity and enables faster decision-making.

11 Integration with Microsoft Ecosystem

Customer Insights seamlessly integrates with other Microsoft tools ensuring smooth data flow across the or-
ganization, supporting a wide range of business processes and analytics. Integration with the broader Microsoft
ecosystem also facilitates scalability and flexibility, allowing businesses to adapt as they grow.
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Chapter

Leveraging Dynamics 365
Customer Insights for
Actionable 360-Degree
Customer Views

A 360-degree customer view is not just about understanding your customers better; it's about driving actionable
insights and creating effective marketing campaigns. Dynamics 365 Customer Insights (Cl) - Data and Journeys
enable businesses to transform comprehensive customer understanding into strategic actions.

How?

Using segments to drive
personalized campaigns

The segmentation capabilities in Cl - Data allow
businesses to categorize customers based on
various criteria such as profile, purchase history,
engagement levels, and preferences. These seg-
ments can be seamlessly integrated into CI - Jour-
neys to drive personalized marketing campaigns.

Create consistent experiences

Unified customer profiles ensure that all depart-
ments have access to the same information, en-
abling consistent and relevant interactions across
sales, marketing, and customer service.

Ensure efficient operations

By streamlining data management and automating
campaign creation, Cl - Data and CI - Journeys en-
hance operational efficiency, allowing teams to fo-
cus on strategic initiatives rather than manual data

reconciliation.
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Chapter

Al-Infused Experience in
Customer Insights

Dynamics 365 Customer Insights harnesses Al to
revolutionize how businesses create personalized
customer experiences.

Customer Insights - Data uses Al to allow users to
interact with their data in natural language. Mar-
keters and sales teams can ask quick questions to
gain immediate insights and create targeted seg-
ments. These segments can then be used to run
personalized email campaigns, enhancing cus-
tomer engagement and loyalty.

Similarly, with the Copilot in Cl-Journeys, users
can craft marketing journeys using everyday con-

versational language, making complex campaign
creation accessible to all. For instance, a simple
prompt can enable Copilot to generate the entire
campaign workflow, which can then be fine-tuned
and launched. Additionally, Copilot can help kick-
start email creation by providing Al-generated con-
tent ideas. Users can input key points, and Copilot
will generate a range of suggestions to enhance
and accelerate the email drafting process.

This Al-driven approach simplifies data analysis
and campaign creation, making it easier to deliver
exceptional customer experiences.

* As of June 2024, the Al-powered experience is still in preview and only available in certain regions and languages.
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Real-World Applications
and Success Stories

Revolutionizing Insurance with Dynamics 365 Customer

Insights

One notable success story comes from an insur-
ance company that has implemented Dynamics
365 Customer Insights to achieve a comprehen-
sive 360-degree view of their customers. Insur-
ance companies possess vast amounts of data,
encompassing customer details, product informa-
tion, and interaction histories. Leveraging this data
effectively is crucial for enhancing customer inter-
actions and providing tailored services that meet
individual needs.

Before adopting Dynamics 365 Customer Insights,
the company faced challenges with siloed data,
which hindered their ability to gain a unified view of
their customers. This fragmented data limited their
marketing effectiveness and customer relationship
management. By integrating Customer Insights,
the company unified their disparate data sources
into a single platform, enabling a holistic under-
standing of each customer.

With this 360-degree view, the insurance compa-
ny can now benefit from all relevant information
to tailor their marketing campaigns precisely. For
instance, they can identify customers who may

benefit from specific insurance products based on
their existing coverage and interaction history. This
targeted approach ensures that marketing efforts
reach the right people with the right messages,
significantly improving conversion rates and cus-
tomer satisfaction.

In summary, the implementation of Dynamics 365
Customer Insights has empowered the insurance
company to transform its data into actionable in-
sights, driving more effective marketing campaigns
and fostering deeper, more personalized customer
relationships.

Although this success story is specific to the in-
surance industry, the approach and benefits of
implementing a 360 View can be applied across
all sectors. Every company, regardless of indus-
try, manages a wealth of data that, when properly
leveraged, can dramatically enhance customer un-
derstanding and decision-making. By adopting Dy-
namics 365 Customer Insights, businesses from
any field can gain a competitive edge by trans-
forming their raw data into actionable insights.
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Conclusion

To conclude, in today's competitive market, having a 360-degree view of customers
is essential for delivering personalized experiences and fostering strong customer
relationships. By consolidating data from various touchpoints into a unified profile,
businesses can gain deep insights into customer behavior, preferences, and needs.
This holistic understanding enables more informed decision-making, targeted
marketing efforts, and proactive engagement, ultimately leading to improved
customer satisfaction and loyalty. Leveraging a centralized customer view helps
companies anticipate and meet customer expectations more effectively, driving
growth and operational efficiency.

To achieve this comprehensive view, it's crucial to find the right tool that supports
data integration and provides actionable insights. Microsoft Dynamics 365
Customer Insights offers a robust platform that can enhance a company's ability
to understand and connect with their customers, accelerating the development of
meaningful and lasting relationships. This transformation of customer data into
strategic insights supports business growth and operational excellence, ensuring
long-term success in a customer-centric market.
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