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Boost your Customer
Engagement



@2 AlfaPeople
| WAVE 2 2022 RELEASE FOR DYNAMICS 365 CE

The Wave 2 2022 release for Dynamics 365
opens up new innovative and elementary
functions for users to digitize their company in a
future-proof and sustainable way. Here we will

show you how you can benefit from the new
features!

Dynamics 365




€2 AlfaPeople

Microsoft Dynamics 365
Marketing



MARKETING|2022 WAVE 2 RELEASE PLAN €2 AlfaPeople

Enhanced Collaborative Apps with a deeper sales integration thanks to
realtime marketing

« Marketing forms for leads with dynamic fields

« Create a customized communication channel

- Better visualize marketing and sales team goals with new dasboards
« Tripled monthly capacity of marketing interactions

« Personalization using Al-powered content




MARKETING| TARGET THE RIGHT AUDIENCE €2 AlfaPeople
USING THE NEW SEGMENT BUILDER

Features

- Easy drag-and-drop logic builder

.- . oy « Preview and estimate the number
— - of segment members

MORE INFORMATION

aaaaa

4400 extimeted mavibars : Enabled For
Admins, makers,
marketers, or analysts

.....

.....

Public Preview
ke June 2022

Fucad] Spstem

General Availability

10000000 : :

February 2023

Read More:
Business Value

« Improve your productivity by intuitively creating segments for
contacts and leads in the new segment builder



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/target-right-audience-using-new-segment-builder

MARKETING|MARKETING FORMS FOR LEADS €2 AlfaPeople
WITH DYNAMIC FIELDS

el 9 A : Features
< Marketing Form 2 ' sved B Save > Tostsend &9 Chock content o . .
2 ¢ om0 B « Create forms that display dynamic
| . form fields
P Elements -
ﬁ) " N
sundu « You can show or hide fields
® Lead Generation Form = = B3
- Hello, we're excited to host you “ .
o Do fill up this form and help us get to know you better \/1 A7 = MORE INFORMATION
Ia
o B Whet s your name? Enabled For
. o @) Aa - Admins, makers,
— Moo . marketers, or analysts
n
" [%]  what is your company name? . - ~ @) Public Preview
December 2022
@ | General Availability

February 2023

Read More:

Business Value
« Increasing the conversion rate of your marketing campaigns



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/create-lead-capture-forms-that-convert-visitors-customers

MARKETING|CREATE A CUSTOMIZED €2 AlfaPeople
COMMUNICATION CHANNEL

I RN Features

——  Create a custom channel
P ool « Use them in templates
L) . (on;:n'x Created ook Yor s el
3 :
)} ]
s | o MORE INFORMATION
0 l
- : Enabled For
. it Admins, makers,
- marketers, or analysts
° Public Preview
= October 2022

General Availability
December 2022

Read More:

Business Value

* Choosing the right communication channel



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/extend-outreach-custom-channels

MARKETING|CLOSE LEADS QUICKLY BY €2 AlfaPeople
AUTOMATING THE HANDOFF TO SALES

p— — ——— Features
- i x « Receive customized attention at the
I _ right time
® I il g bl il . . :
i 7 Pt S - Engage with leads at the right time
- _— | and stage
0 i )
g N T MORE INFORMATION
B g meem it Enabled For
Admins, makers,
marketers, or analysts
SpmElali Public Preview
= b February 2023

General Availability
To be announced

Read More:

Business Value

« Respond quickly to incoming leads by routing them directly to sales
representatives



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/close-leads-fast-automating-handoffs-sales

MARKETING|IMPROVED ANALYSIS DASHBOARD  @AifaPeople
OF YOUR MARKETING ACTIVITIES

Features
« Qut-of-the-box analytics dashboard

o $40,000
- Revernse per lead

« Analyze the performance of your
marketing content

MORE INFORMATION

s gl Enabled For
50 Top sovenern annet eogagement S - Admins, makers,
. ST T— & o - P — marketers, or analysts
— i L e
10 Jre—t— f— . - L = Public Preview
= _— — >’ / - October 2022

General Availability
December 2022

Read More:

Business Value

- Better visualize marketing and sales team goals



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/planned-features

€2 AlfaPeople
MARKETING|NEW CAPACITY

Features
« Interact more intensively with your contacts
 Send up to 300 million interactions

« Reach up to 100 million marketing contacts or leads
MORE INFORMATION

Enabled For
Admins, makers,
marketers, or analysts

Public Preview
February 2023

General Availability
tbd

Read More:

Business Value

« Tripled monthly capacity of marketing interactions



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/grow-business-3x-maximum-monthly-interactions

€2 AlfaPeople
MARKETING|PERSONALIZATION WITH Al

Features
« Find the best content for each customer
« AI model learns from the optimization criteria

« Improve the ROI
MORE INFORMATION

Enabled For
Admins, makers,
marketers, or analysts

Public Preview
August 2022

General Availability
October 2022

Read More:

Business Value

« Personalization using AI-powered content



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/marketing/dynamics365-marketing/drive-engagement-at-scale-highly-tailored-audience-specific-content

€2 AlfaPeople

Microsoft Dynamics 365
Sales



@2 AlfaPeople
SALES|2022 WAVE 2 RELEASE PLAN

Dynamics 365 Sales focuses on Teams and Outlook collaboration
enhancements as well as realizing new sales accelerators

« Working with several people in parallel to achieve sales success
« Improved process efficiency using sequencing knowledge in sales accelerator
 New Sales Dashboard that summarizes progress, changes and insights

« The Conversation Intelligence feature uses Al-driven insights to get relevant
information for example during a call with the customer




SALESITEAMS AND OUTLOOK €2 AlfaPeople
COLLABORATION ENHANCEMENTS

Business Value

« Collaborate seamlessly with several
people in parallel to achieve sales

SUCCesSS

Good a_ Discount bevel appeoval

e —— s o MORE INFORMATION

© 0 cr

Oeat team : Enabled For
© ot : Admins, makers, or
a analysts
& = © Public Preview

i August 2022
Q pace ull team review of off i

e General Availability
pheetoms 5 October 2022
Sy .
) rotome o s Read More:
Bb-dlo-a-ouu' Actrity feed H
(0 s saitie e
@ s : Yoty = 700 N

Price gt d 7] Appomement crested by Lyt haver
NN = - . SR Oue ShQerce weh egut



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/sales/dynamics365-sales/teams-outlook-collaboration

SALES|IMPROVED PROCESS EFFICIENCY €2 AlfaPeople
IN SALES ACCELERATOR

& ol g whiercoontacts Honbdiwup: @ inpiiive O Edtings [ Properties (3 Exitcraeris % Version history. - D) Create a copy Actiente Featu res
Connected contacts

Designer

« Get detailed analytics to quickly

- identify the most efficient channels
for customer interactions
. « Gain detailed insights to develop
: solutions that improve your sales
) W)
. results and sequence performance
s = ’ Beneﬂt from the MORE INFORMATION
...... enhanced user
_ : Enabled F
™) G eXperIence and n:dnfins,on:akers, or
Sequence Designer analysts
o featu res when Public Preview

. . February 2023
configuring sequences

General Availability
To be announced

« SMS integration in

_ Seq uences Read More:
Business Value

 Enable salespeople to engage with leads, prospects, and customers



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/sales/dynamics365-sales/improve-process-efficiency-using-sequence-insights

€2 AlfaPeople
SALES|NEW SALES DASHBOARDS

Summary View X Featu res
S foesm « Better summary overview of your

| ' progress of your activities across
L contacts, companies, leads and sales

- Key insights about networking via

Daily Pulse . .
LinkedIn and conversations you've
participated in

.n_ e Hal nl I A0l
. e i MORE INFORMATION
Enabled For
ails alls o Tasks inkedin Admi ’ k ’
&2 Mail 26 Q, Call 36 () Task A 31 i Linked 19 ang?yllris makers, or
o o - .v” - o L.,...;..:,.; .‘: Public Preview

Mails via sequences 80 Malls via sequences L Mails via sequences 80 Connections 8 -

Previously snoazed : Peaviously siooesd ! Previously snoozed 1 Research 4
! - etrors 1 & o 1
s e o i | | | General Availability

March 2023

Read More:

Business Value

« New Dashboards for better overview



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/sales/dynamics365-sales/track-progress-using-seller-dashboard

SALES|CONVERSATION INTELLIGENCE €2 AlfaPeople
WITH ARTIFICIAL INTELLIGENCE

Features
« The Conversation Intelligence feature uses analytics and data science

« The salesperson for example, can receive Al-driven information during
a sales call

- It provides you with suggestions about product- and service details, MORE INFORMATION
competitors, pricing, and more Enabled For

Admins, makers, or
analysts

Public Preview
January 2023

General Availability
March 2023

Read More:

Business Value

« Al-driven informations



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/sales/dynamics365-sales/use-ai-powered-insights-guide-customer-conversations

€2 AlfaPeople
SALES|NEW VIVA SALES

| & : outiook £ Search o » 0 & Q Features

Home  View 12 1:1 Robin / Katri Tomorrow, 12:00 PM, Teams Mtg

W Delete v 5 Archive @ Junk v & Sweep Fg Moveto v €\ Reply v 4 Replyall > Forward v a8 - [ ] Viva Sa I eS iS a Sel Ie r

& Inbox 3 Inbox Filter . " 1
¥ [EXTERNAL] Fabrikam coffee machines & Viva Sales £ X ex p erience a p p a
e 7 Drafts T
= loday Q .
= a €« o e -
e ) ¢ automatically captures Office
B Sent a8 Extermal Alberto Burgos To: Daisy Philip 1023 AM
[EXTERNAL] Fabrikam coffee... 10:23 AM Hi Daisy, s Alberto Burgos .
W Deleted Kathryn Murphy suggested | reach out... Cafeteria manager ¢ Alpine Ski House 3 6 5 n d M ft
S ————— d icrosoft Teams
€3 Junk Jacob Jones Would you please send the catalog as soon as possible? I'm leaving to a vaction next week.
e Yoga Workshop oASAM | Details  Salesforce 1
Hey Keiko, | know this last minute, but... AN, a a I n O a n O O
B Archive Alberto _@_
X
Eleanor Pena Alberto Burgos - Cafeteria manager @ Found new contact details in this
New folder Team Pictures 10:02 AM Tel: +1 619 555 0127 email thread
@Keiko, | uploaded all the pictures fro... Alpine Ski House 4517 Washington Ave. Manchester, Kentucky 39495 e 516195550127 . E I N N n t N n
e Annette Black € Reply > Forward Ypdee I I I l I a I g
Tomorrow’s Sync 9:42 AM Was this data accurate? Yes No
Let's make sure that we come prepared... m a n u a I d a ta M O RE IN FO RMATI O N

. Contact ©® V4
External  Miguel Garcia Usdated Fideyat 147 A

Pricing Information 917 AM e n tr tO h e |
Kathryn Murphy suggested | reach out... & Alpine Ski House y p
8 alberto.burgos@alpinskihouse.com E na b I ed Fo r

& +1(234)889-2568 you fOCUS On Admins, makers, or
SeIIing analysts

Show more

Public Preview

° SynC data August 2022

General Availability
October 2022

Business Value Read More:

« Integration with Microsoft Teams and Outlook



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/sales/dynamics365-sales/viva-sales

€2 AlfaPeople

Microsoft Dynamics 365
Customer Service



@2 AlfaPeople
CUSTOMER SERVICE| 2022 WAVE 2 RELEASE PLAN

Dynamics 365 Customer Service is focused on delivering capabilities to help
increase contact center efficiencies

 Improved Microsoft Teams collaboration capabilities

 Enhanced omnichannel voice capabilities

 Modernized agent experience

« Add knowledge search providers from multiple sources

« Improved extensibility of the out-of-the-box reports and ability for supervisors

« Enhanced unified routing



CUSTOMER SERVICE| TEAMS INTEGRATION USING

29 AlfaPeople

SWARMS FOR COMPLEX REQUESTS

Dynamics 365

= | ® Home inbox Ot @@
Voicemails + Yol b hd Amir Hamed Printer is overheating Create Swarm + o
Today €
Amir Hamed . " " :
° ¢ y Printer is overheating Low 5/11/022 3:08 PM
2o Hi, my name is Amir Hamed and I'm % e
calling in regards to the DHU-12377 Unsaved
105PM 35
Get started
@ Unknown Contact (+1 (123)-456-7890) What do you need help with?
a0 | was calling to report a problem with n Summarize the problem [ ]

1.05 PM « Include details about your case
What actions have you already tried? + Describe expected and results

2 — — « Include things you've tried
B 7 U =

@ Cameron Williamson

o Hj, this is in regards to the XYM-2834

After the swarm has been resolved
+ Be sure to mark as resolved
+ Ask the person that solved the
case to write their resolution so
others don't run into the same
@ Rene Valdes Peabierm °
0 | had a question about the warranty for
Opportunity: Introduction CRM:0020.

Mon4:18PM  20s

Opportunity: Litware order tracking

Mon418PM 125

What skills do you need?

We'll invite experts to this swarm based on the skills you include.

[ 1

After the swarm has been resolved
= Be sure to mark as resolved

@ Cameron Williamson

@0 Hi, this is in regards to the XYM-2834
Opportunity: Litware order tracking » Ask the person that solved the
case to write their resolution so
others don't run into the same.

Mon 418 PM 125 Skill requested

@ Rene Valdes DHU-123177 3D Printer problem
2o | had a question about the warranty for
Opportunity: Introduction CRM:0020.
Mon418PM 205 e i i -
ond18 ! Participants @  Pprinter is overheating # x
V' Last week 1 83 O @ -
Pending

@ Guy Hawkins

@2 This is regarding a potential bulk order We invited 4 people with these skills.

Opportunity: Litware order trackin
il Y 9 DHU-123177 3D Printer

Frid2 205

Automatically added to swarm ! Y

@ Paul Cannon °

@2 I'm having some trouble tracking my Leiah Wik
eigh Wilkins

e

Frid2 208

@ Paul Cannon

@0 | wanted to know if the XY12 series was

@
@

Lilian Foster
S You're starting a new chat

Fi4p 208 Type your first message below.

@ Paul Cannon

@0 | had a question about the catalog’s

Bruno Zhao
Sr. Manager

Krystal McKinney
Account Manager

AQOEE - B

6 items Last updated 12:34 PM

Business Value

Features

Easily find colleagues from different
departments to solve a problem

The embedded Teams chat enables
quick communication

Predefined rules to
suggest contacts
for editing a record

MORE INFORMATION

Enabled For
Admins, makers, or
analysts

Public Preview
October 2022

General Availability
October 2022

Agents and experts
can swarm cases in
the applications they
are accustomed to
using.

Read More:



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-customer-service/use-customer-support-swarming-complex-cases

CUSTOMER SERVICE| AUTOMATIC CALL SUMMARIZATION  (@AlfaPeople
FOR TEAM-BASED COLLABORATION

&l Features
L = oe e« o Ability to edit the summary

nnnnnnnnnn

® e L o _ e o = .« Automatic summarization

4 3891 Ranchview Dr jirtual Agent  Closec J
Richardson, California 62639
from: A ClaudiaMezzanti  Customer*
Here is a solution to fix your printer - .
gL  Problem solutions overview
Recent case

@ That od
e My pleasure! Have a nice day ‘
@' Al-generated summary O
@ - — MORE INFORMATION
IRue SeRCrIpaIcn
= LWL0 A0 Finter is [amming Enabled For
€ Rosolstion tried Admins, makers, or

analysts

= Push wire into extruder

2t fiow
= lgar nozzie

Public Preview
October 2022

= Adjust nozzle height o ensure likamenl

flow
m General Availability
October 2022
4 thes helpful? Yes No Read More:

Business Value
« Automatic summary of team conversations



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-customer-service/auto-summarize-conversations-support-teams-based-collaboration

€2 AlfaPeople
CUSTOMER SERVICE| WORKSPACES

Features
« Improved handling
« Improved accessibility

« Aligned in-app notifications
MORE INFORMATION

Enabled For
Admins, makers, or
analysts

Public Preview
August 2022

General Availability
October 2022

Read More:

Business Value

 Modernized agent experience with important layout changes



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-customer-service/enhanced-layout-customer-service-workspace

€2 AlfaPeople
CUSTOMER SERVICE| AI-BASED SUGGESTIONS

Features
« Up to 5 record fields can be selected

« Additionally, record fields of related entities are selectable from query and
knowledge articles.

- Rules for individual filtering of suggestions can be defined MR (O]
Enabled For
Admins, makers, or
analysts

Public Preview

General Availability
October 2022

Read More:

Business Value

 Knowledge articles with Al-based suggestions



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-customer-service/enhanced-settings-ai-suggestions-knowledge-articles-similar-cases

€2 AlfaPeople

Microsoft Dynamics 365
Field Service



€2 AlfaPeople
FIELD SERVICE|2022 WAVE 2 RELEASE PLAN

Dynamics 365 Field Service allows companies to transform their service
operations by connecting people, places, and things to deliver customer-
centric experiences.

« Mobile usability

« Resource scheduling



€2 AlfaPeople
FIELD SERVICE|MOBILE USABILITY

Features
« Reduce time spending
« Switch tabs in a form

« Updated mobile command bar
MORE INFORMATION

Enabled For
Admins, makers, or
analysts

Public Preview

General Availability
October 2022

Read More:

Business Value

« Reduce the time spent performing repetitive tasks



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-field-service/field-service-dynamics-365-mobile-app-usability-enhancements

€2 AlfaPeople
FIELD SERVICE|RESOURCE SCHEDULING

Features
« Lock constraints

« Clustering logic for nearby work orders

MORE INFORMATION

Enabled For
Admins, makers, or
analysts

Public Preview
August 2022

General Availability
October 2022

Read More:

Business Value

« More performance and usability improvements



https://learn.microsoft.com/en-us/dynamics365-release-plan/2022wave2/service/dynamics365-field-service/new-schedule-board-becomes-default-all-deployments

€2 AlfaPeople

Thank you for your attention.



