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Customer expectations are higher than ever…

54%
of customers say the 

customer experience at 

most companies needs 

improvement1

64%
of customers wish companies 

would respond faster to their 

changing needs2

87%
of customers increasingly 

expect relevant, personalized 

information based on their 

decision journey3

32%
of customers would walk 

away from a brand they love 

after just one bad experience1

1PwC. Experience is everything: Here’s how to get it right. 2018.
2Accenture. The human paradox: From customer centricity to life centricity. July 2022.

3Deloitte. Want to pull ahead of the pack? Ramp up data-driven capabilities. March 2022.

https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
https://www.accenture.com/us-en/insights/song/human-paradox
https://www.deloittedigital.com/content/dam/deloittedigital/us/documents/offerings/offerings-20220411-forrester-cx-%202021-download.pdf


…and sellers, marketers, and customer centric teams 

are not equipped to deliver on those expectations

Siloed teams 

and data

64%
Employees say the lack of 

integration between tools 

and processes makes it 
hard to collaborate1

Limited, delayed 

insights

70+%
Sellers say they are likely to adopt AI 

tools to help them identify sales 

opportunities, provide competitive 
insights, and customer-centric 

recommendations2

Manual, 

repetitive tasks

80+%
Marketers say they are likely to 

adopt AI tools to create first drafts 

of their work, develop visuals 
to use in media materials2

1Microsoft. Four Ways Leaders Can Empower People for How Work Gets Done. January 2023.
2Based on a survey that was conducted by an independent research firm, Edelman Data x Intelligence, among 5,400 full-time employed workers (business decision makers and information workers) in the United States, Japan, and the 

United Kingdom between June 26, 2023, and August 4, 2023. At least 1,800 full-time workers were surveyed in each market, and global results have been aggregated across all responses to provide an average.

https://www.microsoft.com/en-us/worklab/four-ways-leaders-can-empower-people-for-how-work-gets-done


The CMO’s challenge

Customers
expectations are changing

Competition
is becoming more advance 

Data
is increasingly available

The solution? A hyper-personalized, AI-powered marketing strategy

* Source: Deloitte

https://www2.deloitte.com/content/dam/Deloitte/ca/Documents/deloitte-analytics/ca-en-omnia-ai-marketing-pov-fin-jun24-aoda.pdf


What is hyper-personalization?

Cross Channel 

Consistency

Artificial 

intelligence

Real-time 

customer data

A hyper-personalized, AI-powered marketing strategy

* Source: Deloitte

https://www2.deloitte.com/content/dam/Deloitte/ca/Documents/deloitte-analytics/ca-en-omnia-ai-marketing-pov-fin-jun24-aoda.pdf


Hyper-personalization Maturity

Single Email Field Insertion

Behavioral 

Recommendations

Predictive 

Personalization

Omnichannel 

Optimized
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Personalization Maturity1

Most organizations are in this square

1

1 Instapage. “Hyper-Personalized Marketing: How to Do It Right with 3 Examples to Prove It.” June 26, 2019. https://instapage.com/blog/hyperpersonalization. Retrieved December 4th, 2023 

Segmentation 

(rules)



Key Ingredients

11 Epsilon

STRATEGY

ORCHESTRATION

AI & ANALYTICS

CUSTOMER DATA



What is a Customer Data Platform?

Get a complete view 

of your customers

Unify and enrich all your data 

in real time while empowering 

collaboration across your 

organization

Unlock powerful insights 

with limitless analytics

Predict customer intent with 

out-of-the-box AI templates and 

apply custom machine learning 

models for deeper insights

Drive meaningful actions 

with confidence

Harness data to drive informed 

decisions, personalize engagement, 

and automate customer-centric 

experiences and processes

Used in Hyper-Personalization scenarios



How does a Customer Data Platform (CDP) differ 

from a CRM and DMP?

A Customer Data Platform (CDP) is a software 
system that collects and unifies customer data from 
various sources to create a single, comprehensive 
view of each customer.

On the other hand, Customer Relationship 
Management (CRM) systems are designed to 
manage interactions with customers and prospects 
throughout their entire lifecycle.

Data Management Platforms (DMPs), focus on 
extracting data from second- and third-party sources, 
limited to advertising .



Unify and activate your data

Unify and Predict
Get a unified view by bringing together 

transactional, demographic, and behavioral 

data, in real-time, with prebuilt connectors 

and acquire knowledge fast using powerful 

out-of-box AI models

Create Insights
Discover new insights and create 

audience segments using everyday 

language with Copilot

Activate
Seamlessly activate data to drive 

outcomes using Dynamics, Power 

Platform or other third-party 

systems like Adobe, Salesforce

Data 

Analyst



Unify and activate your data

Data Sources
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Social

POS

Cases

Loyalty

Web

Mobile

Surveys

Campaigns

Device

WIFI

Conflate

Map & 
match

Enrich

AI/Analytics
Measures

Segments

ML Predictions

Extensibility
Azure ML

AI Builder 

…

Data Unification Insights Action

Microsoft 
Dynamics 365

Customer 
ProfileCustomer



Unified Client Profile – B2CCreate a unified Customer Profile – 360 view



Journey orchestrations

Create & Inspire
Create your content guided by 

Copilot to be more inspired and 

increase productivity

Orchestrate
Orchestrate customer journeys, 

delivering content that matters to your 

customer, in context, in real time

Engage & Analyze
Real-time engagement on channel 

of choice and Analyze the results, 

like conversion ratio and 

effectiveness

Marketer



Customers are delivering exceptional experiences

Start where you want

Marketer

Customer Journey 

Orchestration

Data 

Analyst

Customer Data 

Platform

and/or

Connect where you want

Sales Marketing Service

Copilot powers interactions that 

revolutionize customer experiences 

across sales, service and marketing 

360-degree view of the customer

Predict and analyze

Orchestrate customer journeys



Demonstration

Lieke needs a 
new furniture

Navigates to 
the website

She sees an 
interesting 

product

Registers for 
10% discount

Personalized web 
experience

Abandoned  
cart

Reminder
 e-mail

Buys Sofa 
Suede

Unknown Customer Lieke

Facebook add
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If you like to learn more

• Look into to future of AI: 

Dynamics 365 Customer Insights and 

Dynamics 365 Sales 2024 Release Wave 

1 Release Highlights – YouTube

• Learn more about D365 Customer 

Insights

• Sign up for a free trial on D365 

Customer Insights 

• Work with our Partners to do a D365 

Customer Insights workshop

https://www.youtube.com/watch?v=_64PtwOm6_Y
https://www.youtube.com/watch?v=_64PtwOm6_Y
https://www.youtube.com/watch?v=_64PtwOm6_Y
https://learn.microsoft.com/en-us/dynamics365/customer-insights/overview
https://learn.microsoft.com/en-us/dynamics365/customer-insights/overview
https://dynamics.microsoft.com/en-us/ai/customer-insights/
https://dynamics.microsoft.com/en-us/ai/customer-insights/


Q&A 



Thank you! 
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