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The Complete Microsoft Dynamics 
365 CRM Buyer’s Guide
Whether you’re venturing into the realm of customer relationship 
management (CRM) for the first time or you’re a well-versed 
professional, you’re aware of the critical role that outstanding customer 
service plays. Companies across all sectors and sizes are turning to CRM 
software to remain competitive and adapt to their customers’ ever-
changing needs.

CRM software goes beyond mere customer relationship management—it 
serves as a strategic asset for your organization, offering deep insight 
into your customers’ journey. Microsoft Dynamics 365 CRM stands out 
as one of the most flexible solutions available today.

This advanced CRM system from Microsoft extends beyond conventional 
CRM functionalities, integrating various modules to consolidate data 
across multiple channels, enhance teamwork, and increase profitability. 
This comprehensive guide by JourneyTeam is your go-to resource for 
beginning your adventure with this dynamic CRM tool, setting a solid 
foundation for your future achievements.

https://www.journeyteam.com/crm?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+-+The+Complete+Microsoft+Dynamics+365+CRM


This innovative CRM solution is crafted to empower your sales and marketing teams with 
the advanced capabilities they need to deliver exceptional customer experiences, unlock 
valuable business insights, and drive your revenue growth.
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Microsoft Dynamics 365 
CRM/CE Explained
Microsoft Dynamics 365 CRM is an all-encompassing 
CRM platform designed to revolutionize customer 
interactions. Developed by Microsoft, this robust CRM 
solution scales to meet the needs of businesses, large 
or small, fostering tailored customer experiences and 
delivering critical customer insights. It provides a 
comprehensive toolkit that empowers sales, marketing, 
commerce, field service, and customer service 
departments with an all-inclusive solution for building 
and nurturing customer relationships.
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Over its significant evolution, Microsoft’s premier CRM 
system has transformed from a basic CRM to a system 
with ERP capabilities. What began as an on-premise 
solution has transformed into a cloud-based Dynamics 
365 CRM, also known as Dynamics 365 Customer 
Engagement (CE).  As an integral part of the Dynamics 
365 suite of business applications, Dynamics 365 CRM/
CE is available as a subscription-based model and allows 
customers to select a package that aligns with their 
business requirements and expansion objectives.

https://www.journeyteam.com/crm?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
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Microsoft Dynamics 365 CRM/CE Explained
A strong CRM platform such as Dynamics 365 CRM centralizes customer information storage, guaranteeing 
that sales teams capture every opportunity. With today’s buyers continuously evolving their expectations, 
this system empowers organizations to adapt their sales strategies and provide distinctive experiences 
that foster trust and loyalty. Leveraging Dynamics 365, sales teams can:

Manage and Maintain
Customer Relationships
Centralized storage of customer information 
ensures seamless navigation through 
customer interactions.

Track Sales Leads: 
From prospecting to closing the deal, the 
system provides a complete overview of the 
sales pipeline.

Deliver Actionable Data
With advanced analytics, teams can uncover 
trends and patterns to drive strategic decision-
making.

Streamline Administrative
Processes
By automating repetitive tasks, the teams 
can shift focus to building and strengthening 
customer relationships.

Drive Profitability
With streamlined operations and informed 
strategic planning, teams can boost sales and 
increase overall profitability.

05
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Breaking Down the 
Essentials: Dynamics CRM 
Sales Process Lifecycles
Dynamics 365 CRM optimizes every phase of the sales 
process lifecycle, from generating accurate leads to 
building a robust sales pipeline. Designed to increase 
sales efficiency and revenue generation, Dynamics CRM 
supports the full sales cycle from initial lead capture to 
the closing of sales, enabling organizations to forecast 
sales, cultivate leads, finalize deals, and elevate their 
revenue effectively.

Within Dynamics 365 CRM, the sales process is an 
integrated system that fosters the identification of 
potential sales opportunities. It consolidates all lead-
related information, simplifying the management of 
follow-up activities like calls, emails, and meetings, and 
aids in progressing leads through the sales pipeline, 
transforming them into confirmed accounts and 
opportunities.

Dynamics 365 streamlines and refines tasks 
throughout the sales lifecycle, making the sales 
process more productive and enhancing the 
chances of successful outcomes. It provides 
detailed insights into each sales action, offering 
a comprehensive view of the sales pipeline’s 
functionality to promote revenue expansion.

06
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Breaking Down the Essentials: Dynamics CRM
Sales Process Lifecycles

Lead Capture

Dynamics 365 simplifies 
lead capture, allowing the 
addition of lead details in 
the “lead entity” section, 
which outlines the potential 
opportunity. Subsequent 
steps such as emails, 
calls, and meetings are 
organized to further explore 
the lead and advance its 
qualification.

Stages of the Dynamics CRM sales process:

Opportunity Management

When a lead is elevated to 
an opportunity status, it 
enters the sales pipeline. 
Dynamics 365 evaluates the 
impact of marketing tactics 
by linking sales outcomes 
to their sources, facilitating 
improved strategy 
adjustments. It also offers 
insights on unconverted 
opportunities to hone 
future tactics.

Quote Management

Dynamics 365 enables sales 
personnel to create quotes 
from an existing opportunity 
or from scratch, crafting 
customized proposals. With 
an extensive product catalog 
at its disposal, the system 
allows for varied pricing and 
discounting options. Quotes 
can be customized to include 
specific deals, discounts, and 
pricing structures, as well 
as associated invoices and 
orders.

Order Management

Converting a quote into 
an order is straightforward 
in Dynamics 365 – just hit 
the “Create Order” button 
from an active quote to 
document the purchased 
products or services.

Invoice Management

Completing the sales 
cycle, issuing an invoice is 
streamlined in Dynamics 
365 once an order is 
finalized. Sales reps can 
generate invoices directly 
from the order or via 
the invoicing section, 
supporting the creation of 
multiple invoices from a 
single opportunity or order 
when necessary.

Lead Capture

Oppurtunity Management

Quote Management

Order Management

Invoice Management
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Dynamics 365 CRM stands out in the 
CRM market by offering a comprehensive 
suite of features and functionalities that 
cater not only to sales and marketing 
but also to customer and field service, 
perfectly suited for the growth and 
scaling needs of small and mid-sized 
businesses. It automates routine customer 
management tasks, freeing up sales teams 
to concentrate on strategic activities that 
propel the business forward. For larger 
enterprises seeking expansive solutions, 
the platform provides an assortment of 
scalable tools to streamline and enhance 
intricate customer interactions, tailored 
to meet distinct business requirements.

Equipped with functionalities for 
managing contacts, leads, and 
opportunities, as well as capabilities in 
sales forecasting, marketing automation, 

sales analytics, customer and field 
service, and campaign management, 
Dynamics 365 CRM is a go-to resource 
for sales and marketing teams and any 
business prioritizing customer relationship 
management. We will delve into the 
various integrated modules of Dynamics 
365 CRM that enable organizations to 
refine their customer interactions and 
business operations.

Let’s explore the diverse integrated 
modules of Dynamics 365 CRM, designed 
to enhance how organizations engage 
with customers and conduct their business 
operations:

Dynamics 365 CRM 
Modules
Explore the vital aspects of Dynamics CRM, 
encompassing core functionalities and modules such 
as sales, customer service, marketing, field service, and 
integrated analytics.

08
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Sales

09

With Dynamics 365 Sales, organizations have the capability to:

Dynamics 365 CRM Modules

The Dynamics 365 Sales module provides sales teams with powerful tools to fully grasp customer needs, 
enhance interactions with clients, and boost their success in closing deals. This platform introduces an 
event-driven sales methodology, which assists teams in identifying appropriate prospects and customers 
and encourages collaboration across the workforce.

Enhance productivity and accelerate sales 
outcomes through built-in insights.

Utilize contextual recommendations to refine 
sales tactics and increase the likelihood of 
success in deals.

Effectively address customer emotions, 
sentiments, and actions, which improves 
communication results and supports guided 
selling. 

Apply artificial intelligence to analyze 
interactions and relationships, offering advice on 
the best subsequent actions.

Engage with leads through various channels to 
streamline the sales journey.

Build a strong pipeline with quality leads and 
prospects sourced from a variety of channels.

Benefit from built-in collaboration features and 
effective communication strategies to provide 
exceptional experiences.

•  

•  

•  

•  

•  

•  

•  

READ MORE: How to Boost Sales Efficiency with Microsoft Dynamics 365 CRM 

https://www.journeyteam.com/sales?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
https://www.journeyteam.com/post/how-to-boost-sales-efficiency-with-microsoft-dynamics-365-crm?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
https://www.journeyteam.com/post/what-s-the-difference-between-dynamics-365-business-central-and-finance-supply-chain?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+ERP+Buyers+Guide
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Customer Service
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With this module, organizations can achieve the following:

Dynamics 365 CRM Modules

The Dynamics 365 Customer Service module enables organizations to surpass customer expectations 
by optimizing service operations and providing intelligent support to agents. It offers sophisticated tools 
that quicken the resolution of customer issues and facilitates efficient connections between customers 
and agents across various communication channels, leading to improved service availability and increased 
customer satisfaction.

Customize interactions through connected 
experiences to boost customer satisfaction.

Offer self-service options with virtual agents and 
detailed knowledge bases, allowing customers to 
solve problems independently.

Monitor customer service effectiveness using key 
performance indicators (KPIs) to obtain insights 
into agent performance and resolution success.

Utilize AI-powered tools to provide service 
teams with relevant information when needed, 
enhancing agent efficiency.

Integrate customer feedback from surveys to 
address concerns promptly and effectively.

Improve service operations and customer 
experiences by using IoT alerts and notifications 
for proactive problem-solving.

Gain a holistic 360-degree perspective of 
customer profiles, encompassing historical 
interactions with the service team, to deliver 
a more informed and personalized service 
experience.

•  

•  

•  

•  

•  

•  

•  

https://www.journeyteam.com/customerservice?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
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Field Service
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With Dynamics 365 Field Service, organizations are empowered to:

Dynamics 365 CRM Modules

Dynamics 365 Field Service delivers an all-encompassing solution that streamlines the management 
of field agents, effective monitoring of inventory levels, and upkeep of exceptional service quality. This 
unified platform acts as a central hub for all field service information, ensuring rapid and transparent 
communication and allowing for real-time updates that maintain a constant connection between 
customers and service agents.

Allow customers to independently schedule their 
appointments and view their service history via a 
dedicated customer portal.

Provide field agents with instant access to data 
for precise problem analysis and effective solution 
delivery.

Optimize work order and scheduling automation 
to improve first-time fix rates and elevate 
customer satisfaction.

Offer customers real-time tracking of technicians 
and send timely reminders for upcoming 
appointments.

Implement proactive strategies to tackle issues 
by leveraging connected experiences and the 
latest data analytics.

Enable technicians to conduct hands-free 
operations using sophisticated mixed reality 
headsets.

Utilize IoT technology and predictive 
maintenance to expedite issue resolution and 
decrease costs.

•  

•  

•  

•  

•  

•  

•  

https://www.journeyteam.com/fieldservice?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
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Customer Insights – Journeys
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With Dynamics 365 Customer Insights, marketing teams have the ability to:

Dynamics 365 CRM Modules

Previously known as the Dynamics 365 Marketing module, Dynamics 365 Customer Insights - Journeys 
is the new and improved marketing application tailored to enhance customer journeys, providing a suite 
of advanced features for orchestrating personalized interactions across various channels and touchpoints 
to deepen relationships. It equips sales teams with the necessary tools to create multi-channel marketing 
campaigns, prioritize and nurture leads with lead scoring models, and tailor customer journeys based on 
previous interactions.

Integrate transactional, demographic, and 
behavioral data using AI-enhanced identity 
management for a comprehensive customer 
understanding.

Augment profiles with a range of data sources, 
leveraging built-in AI models for predictive 
insights.

Design real-time, context-sensitive customer 
journeys that can be refined through AB testing.

Offer tailored experiences by employing AI 
to select the best communication channels, 
ensuring messages are delivered at optimal 
times.

Seamlessly transition scored, qualified leads to 
sales teams and track the success of the sales 
pipeline with ready-to-use analytics dashboards.

Utilize built-in digital channels like SMS, email, 
and push notifications for engaging customers, 
with the flexibility to incorporate custom 
channels.

Gain quick insights, understand customer traits 
through individual profile summaries, and target 
audiences more effectively.

Create personalized content, design branded 
emails, and produce engaging visuals for any 
market segment, facilitating easier journey 
design.

•  

•  

•  

•  

•  

•  

•  

•  

https://www.journeyteam.com/marketing?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+CRM+Buyers+Guide
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Seeing it Through: 
Reporting, BI, and AI 
The Dynamics 365 CRM platform provides an assortment of 
built-in analytical tools to scrutinize sales data, empowering 
organizations to gauge the efficiency of business processes and 
make strategic decisions to enhance customer service.

Providing exceptional customer service and understanding the 
intricacies of the sales process is vital for sustaining superior 
customer interactions. Dynamics 365 facilitates this with 
sophisticated analytics to forecast outcomes of CRM processes. 
Sales teams can leverage Power BI and the Microsoft Cortana 
Intelligence Suite to access extensive solutions and develop 
smart processes infused with profound insights, enriching the 
entire customer service journey. The following reporting, BI, and 
AI features are included in Dynamics 365 CRM:

13

Integration with Power BI
By integrating with Power BI, Dynamics 365 offers a robust self-service 
analytics environment. This collaboration enables sales teams to uncover 
insights, circulate data visualizations within the organization, and enhance 
decision-making with advanced analytics and visual representation. It 
facilitates the creation and sharing of reports and dashboards across sales, 
marketing, and service departments, and includes the ability to embed Power 
BI tiles directly into CRM dashboards and reports.

Relationship Analytics
This feature examines a wide array of customer interaction data and 
graphically displays crucial KPIs, assisting sales representatives in prioritizing 
and organizing their activities. Mobile action cards provide personalized 
recommendations and links, helping sales personnel to efficiently complete 
essential tasks on time.
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Integration with Excel
Sales staff can harness the power of 
Excel within Dynamics 365 for swift data 
analysis and reporting. This integration 
supports straightforward examination of 
sales opportunities, evaluation of KPIs, 
and conducting what-if analyses. Users 
can effortlessly export data to Excel, 
manipulate it, and either import it back 
into the CRM or share it through email, 
streamlining data management while 
maintaining the original format.

14

Microsoft Copilot
This revolutionary AI-powered tool is designed to integrate directly into the Microsoft 365 suite of apps. 
Whether you’re starting a new document in Word, creating a presentation in PowerPoint, or analyzing 
data in Excel, these capabilities facilitate the efficient handling of routine questions, ensure uniform 
service quality despite changes in agents or modes of communication, and allow for the proactive 
resolution of customer concerns.

With Copilot in Word, you can 
now generate a first draft to 
edit and iterate on - saving 
hours of writing, sourcing, and 
editing time. 

With Copilot in PowerPoint, 
you can leverage AI to create 
beautiful presentations by 
adding relevant content from 
your other documents and 
making enhancements with AI.  

With Copilot in Excel, you can 
quickly analyze trends and 
create professional-looking 
data visualizations in seconds. 

With Copilot in Outlook, 
you can clear your inbox in 
minutes instead of hours 
by summarizing long email 
threads and having AI draft 
suggested replies. 

With Copilot in Teams, you can 
improve meeting productivity 
by using AI to summarize key 
discussion points and identify 
areas of agreement and 
disagreement in any meeting. 

With Copilot in Power Platform, 
you can automate repetitive 
tasks, create your own AI 
chatbots, and build working 
apps in minutes.  

Seeing it Through: Reporting, BI, and AI 

•  •  •  

•  •  •  
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In today’s dynamic business landscape, leveraging a 
modern CRM like Dynamics 365 is vital for managing 
sales teams effectively, optimizing sales processes, 
and developing a customer-focused strategy. This 
solution empowers sales representatives to prioritize, 
collaborate, and streamline their activities, driving 
significant improvements in sales pipeline and 
business outcomes.

At JourneyTeam, we are your dedicated Microsoft 
technology partner, focused on leveraging the right 
technology to spur business growth and maintain a 
competitive edge. We believe in the transformative 
power of a comprehensive CRM suite that not only 
enhances customer engagement but also bolsters 
sales and retention. 

Recognizing the uniqueness of every business, we 
emphasize that a one-size-fits-all approach is not 
effective for CRM software. Your business’s distinctive 
needs and objectives demand a customized CRM 

solution - precisely what we aim to deliver. That’s why 
we recommend starting your path to sustained CRM 
success with JourneyTeam’s exclusive CRM Sizing 
Analysis. 

Unlike traditional approaches, we start the process 
of understanding your sales, customer service, and 
marketing needs early on. By completing this initial 
evaluation, our solution experts will be able to guide 
you on your CRM journey. We provide strategic insight 
and technology recommendations based on your 
current and future requirements, offering bespoke 
business solutions that align with your specific goals.

How to Right-Size CRM 
for Your Business

Start Your Free 
CRM Sizing 

Analysis Now

Talk to a 
JourneyTeam 
Expert Today

https://gyde365-qualify-journeyteam-crm.azurewebsites.net/
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About JourneyTeam

JourneyTeam is a trusted Microsoft technology partner 
that champions the belief that business is a journey, not a 
destination. We specialize in guiding organizations through 
the complexities of the modern technology landscape to 
ensure sustained growth. As dedicated IT allies, we deliver 
a comprehensive range of services in business applications, 
infrastructure, analytics, and more - offering a single source for 
innovative solutions and support.

Our team consists of personable technology experts known 
for their approachable style and ability to adapt to your 
organization’s needs without big corporate hurdles. Here, our 
success is measured by your results. 

Pave the path to victory at www.journeyteam.com.

“Moving over from several best-in-class 
products to a best-of-suite approach has 
been helpful for our firm. Because of the 
engrained integration and ease-of use of 
Dynamics 365, we increased efficiency, 
collaboration, and overall intelligence 
across our sales and customer service 
teams.”

Zane Busteed
Director at Mercato Partners

Read The Case Study

https://www.journeyteam.com/?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+Microsoft+Dynamics+365+ERP+Buyers+Guide
https://www.journeyteam.com/case-studies/mercato-partners?utm_source=JourneyTeam&utm_medium=Whitepaper&utm_campaign=JourneyTeam+-+Modern+Workplace

