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Customer Service
Enhancement With
Microsoft Dynamics 365

Empower Agents. Elevate Experiences. Transform Service Operations.




Our Purpose

Building connected, intelligent operations that drive

clarity, speed, and scalable growth with Dynamics 365
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The Service Paradox

In an era of rapid digital shift, customer expectations have accelerated faster than the systems built to
support them. Organizations know they must evolve, yet many remain tethered to outdated tools. The
"Paradox" lies in the attempt to drive modern growth using a fragmented foundation that cannot

support the speed of today’s market.

The Cost of Disconnection

Outgrown Systems

Managing modern, multi-branch, or global
operations with legacy tools creates blind
spots that hurt the bottom line.

2 2 2 ' IT Fatigue

Staff spend more time chasing data
across 4-5 different platforms than they
do optimizing operations or fieldwork.

@ Siloed Data

Critical information is trapped in
unconnected spreadsheets and manual
workarounds.

@ Delayed Insights

Decision-making becomes reactive because
leadership lacks a real-time, unified view of
performance and compliance.
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The Software Dynamics Strategic Approach

Transiti.gni’7 To Intelligent Flow
riction

Our approach is built on Intelligent Connection. We go beyond ERP and CRM
implementation to unify your systems into a single, responsive engine that drives smarter,
scalable growth. N
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The Customer Engagement Opportunity

Digital transformation has redefined how customers interact with organizations. The
journey is no longer linear, and expectations no longer reset between departments.

Customers research independently, evaluate alternatives across channels, and
expect organizations to anticipate their needs before they articulate them.

Microsoft Dynamics 365 enables a connected engagement model by providing:

) ©

A unified, real-time view of Cross-functional visibility across
customer interactions. marketing, sales, and service.
% "

Automation of repetitive Al-driven insights that guide
operational tasks. next-best actions.
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When customer engagement operates on a single, intelligent

platform, speed improves, silos dissolve, and consistency
becomes achievable.

Service excellence shifts from being a support function to
becoming a strategic growth driver.




The Customer Journey Approach

Customer service transformation cannot succeed in isolation. It must align with the
full customer journey.

Modern customers move fluidly between digital and physical environments. They
expect continuity, not repetition, at every interaction. A conversation started on chat
must be recognized on voice. A service case must inform future sales

conversations. A resolved issue must shape future engagement.

However, the journey does not end at purchase. Post-sale experience often
determines retention, advocacy, and lifetime value.

Microsoft Dynamics 365 connects these stages into a continuous engagement
cycle by centralizing customer data, tracking behavioral signals in real time, and
enabling coordinated actions across teams.

Organizations that manage the entire journey — rather than isolated interactions —
consistently outperform in satisfaction, retention, and revenue growth.
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Stages of a Structured Journey

Awareness

Customers identify a need or challenge.

Consideration

They evaluate potential solutions.

Decision

They select a partner they trust.



Behavioral insights such as downloads, engagement
rates, and content interactions enable tailored nurture

G Awareness Stage journeys aligned with real customer pain points.

At the awareness stage, potential customers are identifying problems and exploring possible solutions.

Microsoft Dynamics 365 captures engagement signals across digital channels and converts anonymous

interactions into structured intelligence.

Organizations can:

99 Unified Data Q Precision Targeting
Automatically centralize Segment audiences based on
prospect data. behavior and demographics.

Boost your brand visibility while capturing higher-
— _ quality leads to ensure every marketing investment
<__3 Omnichannel Outreach % Intelligent Automation works harder, driving more efficient growth and

sustainable results for your entire business.

Launch targeted campaigns Automate personalized outreach
across multiple channels. at scale.
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G Consideration Stage

During consideration, customers seek clarity, validation, and differentiation.

Microsoft Dynamics 365 strengthens this stage through:

@ Predictive Scoring g g Dynamic Personalization

Intelligent lead scoring based on Personalized content delivery
engagement patterns

(:) Intent Intelligence li Revenue Alignment
Al-generated insights into Shared dashboards aligning
customer intent marketing and sales efforts
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When interaction history and behavioral data are
accessible across teams, engagement becomes
relevant and contextual.

Accelerate your growth by achieving shorter sales

cycles and higher conversion rates while building

the deep buyer confidence necessary for faster,

more decisive customer purchasing decisions.




e Decision Stage

At the decision stage, trust becomes the differentiator.

Studies consistently show that customers are significantly more likely to engage with brands that
deliver relevant recommendations. Personalization is no longer a competitive advantage, it is a

baseline expectation.

Microsoft Dynamics 365 ensures:

g‘ Cross-Team Synergy UD H Personalized Sales Assets
Shared dashboards aligning Context-aware proposals and
marketing and sales efforts documentation

@ Unified Customer Profiles

Complete visibility into customer
interaction history
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When all teams operate from a single source of truth,
messaging aligns naturally, and customer confidence
strengthens.

Higher close rates and deeper long-term

loyalty.




The Service Architecture That Powers Modern Engagement

Delivering consistent service excellence requires an integrated service architecture, not isolated systems.

Microsoft Dynamics 365 delivers this through three interconnected modules:

/ ’ | Dynamics 365 o Dynamics 365

\ | Customer Service Digital Contact Center

Intelligent case management, omnichannel Al-powered routing, real-time sentiment analysis,
engagement, SLA tracking, and agent productivity self-service orchestration, and seamless escalation.

o6

Service transformation succeeds when digital channels, field operations, and

: ‘) ' Dynamics 365
| Field Service

A /

Automated work order management, intelligent
scheduling, mobile enablement, and predictive
maintenance capabilities.

back-office systems function as one coordinated environment.
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Microsoft Dynamics 365 Customer Service

Microsoft Dynamics 365 Customer Service transforms support operations into performance-driven

service environments.
Service

eI > intelligence
Core capabilities include: e F.
UR
¢ End-to-end case lifecycle management \LS

g

* Automated SLA enforcement and intelligent routing. CSOT]:;l @

* Integrated knowledge management Perconalized -

* Omnichannel engagement across voice, chat, expenience

, : Customer
email, and social.
¢ Al-assisted recommendations and case predictions.
* Real-time dashboards and performance tracking. Optimized

operations

Agents operate within a single workspace that provides full context—including service history and behavioral signals. This
unified environment directly improves first-contact resolution and reduces handling time while increasing overall
productivity. By embedding Al into daily workflows to identify patterns and suggest next-best actions, your team can shift

from reactive troubleshooting to proactive, high-value service.
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Microsoft Dynamics 365 Field Service

On-site service represents a critical moment of truth.

Microsoft Dynamics 365 Field Service enhances operational The impact is tangible:

precision through:
e Higher first-time fix rates

¢ Automated work order creation and tracking  Reduced repeat visits

e Al-driven scheduling and dispatch optimization « Lower operational costs

* Mobile access for field professionals * Increased opportunities for cross-sell and upsell.

* loT-enabled predictive maintenance Field operations evolve from reactive dispatching to predictive,
¢ Real-time inventory and parts visibility intelligence-driven service delivery.

Assignments consider technician proximity, skill set, customer
preference, and historical performance — not simply availability.

Field professionals arrive informed, equipped, and prepared.
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Microsoft Dynamics 365 Digital Contact Center

The Digital Contact Center integrates Al, automation, and omnichannel engagement

into a single intelligent platform.
Capabilities include:

¢ Al-powered case prioritization and routing

¢ Real-time sentiment detection

e Self-service portals and conversational bots

* Seamless transitions from automation to live agents
¢ Intelligent workflow orchestration

High-priority cases are automatically identified and routed. Routine inquiries are
resolved through automation.

Customers engage through their preferred channel without losing context.

Operational efficiency increases while experience consistency improves.
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Voice

Chat

Email

Social

SMS

IVR & Bots

Teams

Portals
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Transform Customer Experiences
with Agentic Service

Powered by Microsoft Dynamics 365

As service operations mature, leading organizations are

evolving toward Al-augmented service models.

Agentic service introduces intelligent digital agents that
continuously learn from interactions, adapt to new
intents, and support human teams in real time.

These agents do not replace people. They enhance
capacity, reduce manual workload, and embed

consistency into every interaction.

This evolution embeds adaptive intelligence
directly into the operating model, enabling scale
without proportional cost increases.
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Case Management Agent

Automates intake, categorization, routing, and resolution support —
reducing handling time and improving SLA adherence.

Knowledge Management Agent

Continuously refines knowledge articles by extracting insights from case notes

and service interactions, ensuring content remains accurate and current.

Customer Intent Agent
Discovers emerging intents across conversations, enabling adaptive self-service

and reducing inbound volume.

Quality Evaluation Agent
Monitors service interactions across human and digital channels to

identify performance trends and improvement opportunities.
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Data-Driven Insights & Analytics

Intelligence without visibility has limited impact.

Microsoft Dynamics 365 provides:

Real-time Dashboards
Predictive Analytics

Al Generated Recommendations across Service and Field Operations

Key metrics such as SLA compliance, first-time fix rates, productivity
trends, and satisfaction scores become transparent and actionable.
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Decisions are no longer reactive — they are
informed, measurable, and aligned to
outcomes.

-




Integrated Microsoft Dynamics 365 Ecosystem

Service transformation does not happen in isolation. It succeeds when technology
operates as a connected ecosystem rather than a collection of standalone tools. Dynamics 365 Office 365 Mobile Apps Web Apps

Microsoft Dynamics 365 integrates seamlessly across the Microsoft environment,
including:

* Microsoft Teams for collaboration I ‘ , '

e Qutlook for contextual communication

 SharePoint for structured document management Power BI Power Apps Power Automate Power Virtual Agents
Business Analytics Application Development Process Automation Intelligent Virtual Agents

¢ Power Bl for advanced analytics and visualization

¢ Power Platform for workflow automation and low-code innovation. ‘ ‘ ‘

* ERP systems for financial and operational visibility -[:l l:

This integration eliminates silos between departments. Sales teams access service o

history. Service teams view order and financial data. Field technicians collaborate in connectors Al Builder Dataverse

real time. Insights flow across the organization without friction.
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Strategic Industry Accelerators

Eliminating the complexity of traditional development through industry-standard blueprints. We replace "start from
scratch" with "start from success." Software Dynamics' suite of Industry Accelerators provides the foundational
logic your business needs, pre-configured to meet specific sector demands.

The Software Dynamics Accelerator Advantage:

Q Industry-First Architecture E@ Accelerated Time-to-Market
Beyond generic platforms with data models and Bypass months of custom coding.
workflows pre-aligned to your specific industry’s Our pre-engineered solutions allow you to
best practices. launch core operations in weeks, not years.
/\/g\ Predictable Outcomes & Risk-Mitigated Deployment

Move from theoretical customization to Leverage "what has worked before." By
proven performance. Our ISV integrations are utilizing battle-tested logic, we significantly
designed for seamless compatibility within reduce the technical risk of enterprise-scale
the Dynamics 365 ecosystem. transformation.
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Momentum Accelerators

Propel Your Microsoft
Dynamics 365 Journey

Certified Modules Designed for Industry
Precision and Global Scale.

Regardless of where you are in your digital

transformation, Momentum Accelerators
bridge the gap between standard ERP
functionality and the specific operational
realities of your industry.

Industry-Specific Accelerators

Retail & Omni-channel
Commerce

Unified experience from the digital
storefront to the physical checkout.

Modern POS & Loyalty: Fully
integrated Point of Sale with
offline sync and advanced
customer loyalty modules.

Advanced Pricing: Rule-based
promotions engine for complex,
multi-tier discount structures.

E-commerce Bridge: Native
integrations with global and local
e-commerce platforms.
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Financial Services (Banking,
Pension & Investment)

Automate complexity and ensure
compliance in high-stakes
environments.

* Specialized Verticals: Dedicated
modules for Pension
Management, Investment
Banking, and Loan Management.

e Streamlined Reporting: End-to-
end automated workflows
designed for regulatory and audit
standards.

W

Non-Profit & Social Impact
(NGO)

Total transparency from the first
donation to the final outcome.

¢ Donor & Grant Tracking:
Manage the full lifecycle of
funding, from fundraising to
grant acquittal.

* Project & Outcome
Management: Link financial
spend directly to social impact
metrics and project milestones.
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Cross-Industry Accelerators

HR & Pan-African
Payroll

Global HR standards, localized for
26 African jurisdictions.

* Full-Cycle HR: Recruitment,
Performance Appraisals,
Training, and Leave Management
in one suite.

* The 26-Country Engine:
Automated payroll compliance
for Eastern, Southern, and
Western Africa (including Kenya,
Nigeria, South Africa, Ghana, and
more).
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Strategic Sourcing &
Project Procurement

Eliminate "Dark Spend" and align
procurement with project reality.

* Requisition to RFQ: Digitalize
the journey from employee
request to formal vendor bidding
(RFQ).

* Project Integration:
Automatically link spend to
Project WBS and budgets to
ensure real-time margin visibility.

The Connected Core

We eliminate integration silos with
pre-certified "pipes" into the
platforms that power global
enterprises:

¢ Banking Partners: KCB, Co-op
Bank, Standard Bank, ABSA,
FNB, Nedbank,EcoBank, FBN,
Access Bank.

¢ Mobile Money & Govt: M-PESA,
Vodacom, Airtel Money, and
direct Government Portal
integrations.
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Why Momentum Accelerators?

Microsoft Certified Rapid Deployment Multinational DNA
Vetted for security and Reduce deployment time by Built to handle the unique
seamless D365 compatibility. up to 85%. tax, payment, and regulatory

landscape across the world.

Designed to help you move faster, smarter, and with certainty.
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0] g
Discover & Align D,SCS));ER Py

Assess current systems, ALIGN
. identify pain points,
HOW We Dehver inefficiencies, and business
needs to build a clear

A Proven Delivery Framework ) .
foundation for transformation.

- 02

Design the Solution

DESIGN THE . -
SOLUTION Define optimized processes,

future-state architecture,
target operating model, and
detailed roadmap for
Dynamics 365 success.

03

Implement & Activate
IMPLEMENT &

Implement Dynamics 365 ACTIVATE
modules, integrations,
customizations, and data
migration — delivering a
smooth go-live with minimal i
disruption. T e PR Enable & Evolve

‘ ‘ F Soy e EE'\?SLL\,EE& Train teams, drive smooth
change management, then

continuously improve and maximize
ROI with ongoing tuning, support,
and value tracking.

Transformation is a journey,
not a one-time project.
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Proof & Impact: The Benchmark for Enterprise Transformation

Trusted Performance. Proven Resilience. Measurable Growth.

We are not just a service provider; we are a strategic Microsoft Solutions Partner with a
documented history of navigating complex digital shifts across EMEA. We turn technical +

debt into operational equity. Certified Microsoft
Il |

Strategic Authority & Global Reach Solutions Experts

EMEA Implementation Excellence: Deep technical expertise in executing high-
stakes Microsoft deployments across Africa, the Middle East, and Europe.

e Multi-Sector Mastery: Proven track record in optimizing high-complexity industries,
including Manufacturing, Retail, Financial Services, Logistics, and Non-Profit

sectors.
¢ Outcome-Focused Engineering: We move beyond "go-live" to ensure every M_iCFOSOft
implementation delivers measurable efficiency and sustainable, long-term growth. Solutlo_ns P_artner
Designation 50 +
¢ Full-Stack Innovation: Leveraging the total power of the Microsoft ecosystem—

Dynamics 365, Power Platform, Azure, and Al—to build secure, compliant, and Employees

future-ready enterprises.
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15+

Years in
operation

150+

Implementations
across Africa, Middle East,
and Europe
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SOftware = Microsoft

Solutions Partner

Dyn am iCS Business Applications

A Strategic
Microsoft Partnership

Software Dynamics is a deeply integrated Microsoft
Solutions Partner for Business Applications. Our elite
status grants you direct access to global Microsoft

resources, ensuring your transformation is backed by the

highest tier of technical excellence.

o6

Why Choose an Elite Partner?

@ Top 1% Global Partnership

Recognized in the elite tier of Microsoft Partners
worldwide for exceptional performance and
customer success.

@ AppSource Certified Assets

Offering proprietary accelerators validated
by Microsoft for security and reliability to
ensure seamless ecosystem integration.

By leveraging Software Dynamics' partnership designation and validated AppSource solutions, you secure a
lower-risk implementation, faster time-to-value, and a foundation built on world-class best practices.
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"[mj' Direct Microsoft Incentives

Providing exclusive access to special incentives
and offers designed to accelerate your
deployment and lower costs.

@ Mastery Across the Stack

Leveraging a team of 20+ Certified Experts with
advanced specializations in Finance, Supply
Chain, and the Power Platform.

@ Cross-Border Track Record

Utilizing 15+ years of experience and 150+
implementations to transform complex regional
challenges into global advantages.
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Join Software Dynamics in driving smarter,
faster transformation.

Let's talk Solutions.

(‘ +254 768 341 410 % sales@softwaredynamicsgroup.com

@ South Africa - Kenya - Australia

DELIVERY CENTRES & REGISTERED ENTITIES

South Africa - SOFTWARE DYNAMICS SA (PTY) LTD (Reg. No. 2026/211288/07) | sales@softwaredynamics.co.za
Kenya - SOFTWARE DYNAMICS LIMITED (CPR/2011/62397 | sales@softwaredynamics.co.ke
Australia - SOFTWARE DYNAMICS GROUP PTY LTD (ACN 696 184 666) | sales@softwaredynamics.com.au
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