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Innovation-Driven, Engineering-Centric, 

Your Source for Digital ExcellenceAnywhere, Anytime

Anywhere, Anytime

Canada

USA

UK
Germany

Egypt

Pakistan

India

Singapore

Australia
South Africa

14+
Locations 

Worldwide

Malaysia

KSA

Oman

Bahrain

Qatar

UAE



Microsoft Relationship Highlights

Honored by Microsoft for 
achieving outstanding 
sales growth and 
innovation
Visionet Group achieved the prestigious 
Microsoft Business Applications 2021/2022 
Inner Circle award and earned a place among 
the most elite Microsoft Partners in this space.

Microsoft
Customers

109+

Visionet Global contribution of

100+ marquee 
brands

to the Microsoft Ecosystem

Dynamic 
Customers

80+



Visionet Marquee Industry Solutions & Accelerators

Subscription 
Management

Headless 
Commerce

Fashion GPT 

Insurance

Fashion, Retail & 
Manufacturing

Food/Grocery
/Retail

Banking & Financial 
Services

Telecom, Utilities & 
Professional Services



Some Of Our Clients

Retail & Distribution

Healthcare

Manufacturing

Fashion Goods

Misc. Industries

Travel, Transportation and Leisure

Telecom

A close up of a logo

Description 
automatically 



Impact
Industries we

Retail and 
CPG

We enhance retail and 
CPG efficiency with 
omnichannel, data 
analytics, and supply 
chain expertise for 
seamless, hyper-
personalized 
experiences.

Telecommunications
Leveraging our deep expertise in 
Telecom BSS and OSS systems, 
we enhance digital presence, 
streamline operational 
experiences, and deliver hyper-
personalized services. Our 
telecom expertise ensures that 
businesses meet the evolving 
demands for sustainable growth 
and superior customer 
satisfaction.

Food & Beverages
Our solutions enhance supply 
chain management, enable 
D2C commerce, and utilize AI 
for demand forecasting, 
modernizing operations for 
robust, data-informed 
decision-making.

Manufacturing 
and Distribution
We propel manufacturing 
and distribution firms with 
digital transformation, 
focusing on smart 
manufacturing, product 
innovation, and visible 
supply chains, optimizing 
operations and customer 
experiences.

Pharmaceutical 
and Life Sciences

We help our clients with demand-
driven supply chain management, 
compliant manufacturing, and 
omnichannel strategies, enhancing 
efficiency, compliance, and 
customer engagement.

Banking 
and Financial Services
We enable banks and 
financial institutions in digital 
transformation, enhancing 
customer experiences and 
operational efficiency with 
innovative technologies.

Insurance
We transform the 
insurance industry with 
digital solutions, 
enhancing operations, 
customer engagement, 
and growth through data 
insights and omnichannel 
strategies.



We believe Power Platform is a single AI-Powered platform for 

everyone to build connected solutions, not siloed solutions

Visionet Extensibility Framework



ELT layout

Human-led Agentic Adoption across Customer Engagement Apps 



Extend & customize with low 
code no code 

Mixed RealityCustomer Data PlatformLine of Business application

Finance Supply
Chain

Sales

Customer 
Service

Human 
Resources

Project
Operations

Customer 
Voice

Customer Insight

Remote
Assist

Guides

Small & 
Medium EPR

Business 
Central

Microsoft Dynamics 365 Microsoft Power Platform

Integration natively Dynamics 365 & the Power Platform with Microsoft 365

Productivity Collaboration

And many 

More…

And many 

More…

SharePointTeamsProjectOne DriveOne NotePower PointExcelWordOutlook

Scalable, secure and flexible data platform

Low code 
App creation

Data analysis 
& insights

Workflow
Automation

Virtual 
Chatbots

External 
Facing website

Power page
Power

 virtual agent
Power

AutomatePower BIPower App

AI Builder

Data
connectors Data verse Power FX

Managed 
Environments

Extend Dynamics 365 & the Power Platform with Azure

Identity & SecurityCustom IntegrationArtificial IntelligenceData AnalysisCustom DevelopmentCloud Infrastructure

Cognitive 

Services
Open AI

Machine 

LearningSynapse AnalysisDevOpsFunctionsApp Services
Virtual

Machines
Storage

Logic 

Apps

Service 

Bus

Active 

Directory
Active 

Directory B2C

Marketing Field 
Service

Commerce

Microsoft Business Application Solution Ecosystem



Dynamics 365 - Customer Relationship Management

Sales Automation

The sales module provides the following 

capabilities:

• Customer Onboarding

• Lead Scoring

• Lead to Opportunity Lifecycle

• Opportunity to Quote Lifecycle

• Order to Cash Cycle

• Contract Management

• Product Catalog

• Customer 360 & Interactions

Configure, Price & Quote

The CPQ module provides the following 

capabilities:

• Product & Pricing Catalog

• Product & Pricing Templates

• Pricing Rules Engine

• Automated Quotes

• Contract Management

• Guided Sales Processes

Note: Visionet can provide e-Con CPQ 

Implementation review and 

recommendation for the future.

Marketing Automation

The service module provides the following 

capabilities:

• Marketing Landing Pages

• Campaigns

• Segmentation & Journeys

• Consent Management

• Email Broadcasting

• Event Management

• Event Pricing Accelerator

Power Platform

The Power Platform provides the following 

capabilities:

• Low-code no-code apps

• Robotic Process Automation

• Workflows Automation

• AI Bots / Virtual Agents

• Power Portal / Pages

• Insights

• 700+ Apps connector

Enoc



Copilot



Dynamics 365

Grow revenue + Manage costs

Sales

Close more deals

Meet customer needs 

real-time

Guide sales teams to win

Service

Personalize the

service experience

Make work more 

effortless for service 

teams

Optimize service 

operations

Finance

Optimize business models

Maximize finance 

productivity and visibility

Increase service

offering profitability

Supply Chain

Improve workforce 

productivity

Reduce operational costs

Ensure manufacturing 

uptime



Work in your app of choice with Copilot
Seamless data sync and no context switching

Microsoft 365 apps

Dynamics 365 Sales

Em
ai

l, m
eetin

g summaries

Col
la

bo
ra

tio
n

sp
ac

es

Seller insights and analytics

Accelerate sales 
from wherever 

sellers work 
C

onversation
intelligence

Microsoft Dynamics 
365 Sales

Customer information capture



SharePoint 

agents

Pre-built agents

Project Manager 

agent 

Employee 

Self-Service agent

Interpreter 

agent

Dynamics 365 

agents

Facilitator 

agent



What are agents?

Agents expand Copilot’s knowledge and skills or can operate autonomously to complete 

tasks or automate processes

Agents vary in level of complexity and capabilities depending on your need

Simple Advanced

Retrieval
Retrieve information from 

grounding data, reason, 
summarize, and answer

user questions

Generally available

Task
Take actions when asked, 

automate workflows, and 
replace repetitive tasks for users

Generally available

Autonomous
Operate independently, 

dynamically plan, orchestrate 
other agents, learn and escalate

Private Preview



What if there were a unique Copilot for your sales, 
service, and finance teams?

Imagine sellers unlocking  
insights from customer, 
prospect, and deal data.

Imagine service agents 
reducing the time it takes 
to draft customer replies.

Imagine finance professionals 
making precise decisions 
based on data unique to 
their workflows.



Microsoft 365 Copilot has 
already transformed how 
your organization works.

Microsoft Work Trend Index, November 2023

68%
of early users said Copilot 

improved the quality of 

their work

70%
said Copilot made 

them more productive

https://www.microsoft.com/en-us/worklab/work-trend-index/copilots-earliest-users-teach-us-about-generative-ai-at-work/


Dynamics 365 CRM Sales



Dynamics 365 For Sales

D365 Sales will empower Sales team to drive personalized engagement with the customers. This includes lead capturing for new customer, upsell/ cross-sell. This will cater lead to 

customer processes and track the complete customer onboarding from initial lead generation to scheduling appointments and fulfilling various operations.

Sales Module

Lead Management

Interactions

Opportunity & Pipeline

KPIs & Insights

Quote, orders & invoice

Email, Call, SMS integration

Customers

Reports & Dashboards

Relationship 
Management

Process Automation

Customer

Lead 
Offerings

Sales Managers

Sales 
Performance 
Management

Sales Co-Pilot

Sales Agent

360 Customer 
Insights 

Omni Channel
Engagement 

Identify 
Solutions

Customer 
Onboarding



Microsoft Dynamics 365 Sales for all sales 
roles

Digital Seller

Make selling 
easier

Catch up on pipeline

Capture leads

Qualify 
opportunities

Sales
Manager

Build stronger teams

Forecast sales

Analyze team 
performance

Scale best 
practices

Sales Operation
Leader

Configure and 
extend

Turn data into impact

Automate to scale

Accelerate 
development

Wow your 

customers

Take the next best 
action

Prepare for 
engagements

Personalize 
interactions

Relationship 
Seller



ELT layout

Microsoft 365 Copilot sales agent
Assist sales teams with tedious tasks so they can focus on closing deals.

View opportunity summary

Analyze sales conversations

Draft a proposal

Create a revenue data chart

Create CRM tasks from a meeting

Update opportunity stage

Show conversion rate

Create a pitch presentation

Experienced in Microsoft 365 and connects to your CRM system



The AI advantage for sales
Leading consulting companies estimate that sales organizations can benefit significantly from 
generative AI

Sales efficiency

29% of sales time can be automated1

3-5% productivity lift2

(total sales expense)

99% of sellers would reinvest time saved 
from AI on work tasks3

Data quality + sales effectiveness

+50% jump in lead-to-sale 
conversion rate4

3-15% of revenue uplift for players 
that invest in AI4

2X lift in cross-selling and up-selling rate4

1Bain & Company. "How Generative AI Will Supercharge Productivity.” August 2023. 
2McKinsey. “The economic potential of generative AI: The next productivity frontier.” June 2023.
3Microsoft. “Sellers’ attitudes about AI.”  June 2023. An Ipsos study commissioned by Microsoft. Study included 700 participant s who use professional CRM 
systems at organizations of at least 300 people. Industries include Financial Services, Professional Services, Manufacturing,  Retail, Technology, and Healthcare.
4McKinsey. “AI-powered marketing and sales reach new heights with generative AI.” May 2023. 

https://www.bain.com/insights/how-generative-ai-will-supercharge-productivity-snap-chart/
https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/the-economic-potential-of-generative-ai-the-next-productivity-frontier
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/ai-powered-marketing-and-sales-reach-new-heights-with-generative-ai


Dynamics 365 Sales

Meet buyers where 
they are

Builds customer 
relationships

Boost seller 
productivity

Adapt to rapid 
changes

• Know the exact customer 
to engage

• AI-powered sales insights

• Connect across channels

• Meet and collaborate 
virtually

• Act on customer feedback

• Get insights from LinkedIn 
Sales Navigator

• Find and track new buyers

• Unified view of interactions

• Know how to engage 
customers

• Cut time spent on data 
entry, minimize routine 
tasks

• Automate sales and 
marketing processes

• Work seamlessly using 
everyday apps

• Streamline and increase 
forecasting accuracy 

• Gain real-time visibility into 
sales performance

• Tailor processes based on 
best practices

• Adapt AI for your unique 
needs

                       
                     



Client Relations

Quality sales efforts will bring 

clients back for more08
Follow-Up & Respond 

The key to improving sales 

process stems from the root 
efforts of salespeople

07
Incentives & Recognition

Sales helps businesses succeed. 

Showing your salespeople 
gratitude continues the efforts06

KPIs & Targeted Goals 

Setting expectations at the 

personal and business level05

Analyze Current Process

Understanding the process, 

focus, desired goals, and pain 
points is crucial for process 

adjustments

Improve Sales Process 

Align and agree on the process 

desired, then execute. ROI will 
follow

01

Training

Training & re-training is a 

necessity. Growth starts with 
continuing our capabilities

03
Upgrade & Downgrade

Implement and/or deprecate 

systems and functionality to 
streamline your sales operations

04

Sales

02



Qualify Develop Propose Close Fulfil

View filtering & 

sorting

Relevance 

Search
Quick Find Advanced Find

Dashboards & 

charts
Power BI

Email Tracking

Auto Capture

Timeline Org Charts Connections
Account 

Hierarchy
Timeline

Emails Appointments Tasks Phone Calls

Posts

Notes

Product 

Properties

Product 

relationships

Discount Lists

Unit Groups

Price Lists

Product Bundle

Products

Product Families

Project Revenue
Forecast 

Template
Goal MetricsGoals

Playbook 

Progress

Playbook 

Activities

Playbook 

Templates

Users & Security 

Roles
Sales Territories

Enable PDF 

Generation

Business Card 

Image
Duplicate 

Detection

Import / Export 

Data
Word & Excel 

Templates

Campaigns Quick 

Campaigns
Marketing Lists

Cancel InvoiceCancel OrderQuote Revision
Timeline

Fulfil Order

Sales team

Timeline

Track Emails

Track 

Appointments

Track Contacts

Meetings

Recent Contacts

Recent Records

Reminders & 

Insights

Competitors

Stakeholders

Lead to opportunity business process flow

Products (Existing or Write-in)

Searching & Reporting

Embedded 
Intelligence

Contacts Accounts

Activities (Visible on timeline)

Documents & 
Collaborations

Product Catalog

Lead

Qualify / Disqualify

Opportunities Quotes Sales Order Invoices

Invoice Paid Complete 
/ Partial

Documents 

SharePoint

Relationships 

assistance cards

In-App Marketing

Forecasting Goal Management Playbooks

Administration

Lead + Opportunity Currencies & 

Exchange Rates

Legend

Details

Sales - Features

Standard (Core)

Platform 

Capabilities

Sales - 

Performance

Core – Activities & 

Collaborations

Sales - Features Where 
ERP is matter

User Interface

Web Client

Unified Interface

Personal 

Settings

Recent & Pinned 

Records

Mobile Client

Outlook Client
Dynamics 365 app for outlook

Dynamics 365 - Sales

Export & Analyze with 

excel online



Challenges

AmerCareRoyal had unique challenges with Channel management, competing customer expectations, and pricing, 
configuration and pressures and profitability and respective insights for Sales leadership team. 

Solution
• Customer Management for distributors, brokers, end customers, and global business groups details in CRM.
• Real-time Integration with S2K(ERP) to update customer details back to CRM.

• Unified opportunity creation process separating out Distribution and National business units.
• Complete custom CPQ tool for generating quotes in D365 Sales module.
• Customer & Vendor T&Cs and bill-back agreements, using SharePoint and DocuSign for digital signatures.

• Implement Dashboards for sales pipeline, revenue forecast, and projections.

Impact

• Visionet CRM experts along with the ACR change champions create a future-proof optimized sales processes. In 
addition, automated all the Sales cycle repetitive tasks which increased Sales productivity by 15% and win rates by 
13%.

• Configured Sales Insights features like sales accelerator, and opportunity forecasting for easy use of the sale process 
which resulted in a 23% increase in Sales visibility and 28% improvement in forecast accuracy.

• Implemented product configuration, pricing, and quoting tool on Dynamics 365 sales application for quoting , 

pricing , calculating complex margins, taxes , discounts and negotiating with customers on better rate which 
resulted in 30%-time reduction in generating quotes.

• Implemented auto-generation of T&C for onboarding customers and generate billback agreements and sales tracing 

from quote in dynamics 365 sales application which resulted in 30%-time reduction for onboarding & generating 
quotes.

• Implemented Sales leadership dashboards using Power BI giving visibility into Sales productivity.

Overview

AmerCare Royal is a distribution company that 

provides a wide range of disposable products, including 
gloves, aprons, hairnets, and other personal protective 
equipment (PPE),  food service disposables and 

cleaning supplies. The company serves various 
industries, such as healthcare, food service, and 
hospitality.

Dynamics 365 CE

Distribution

Services

• Discovery and Design

• Manage & Enhancements

• Implementations and integrations

Technology

• Dynamics 365 Sales

• Sales Insights

• Azure

• Power BI



Dynamics 365 CRM Service



Dynamics 365 For Customer Service

Omni channel
engagement 

Agent Bot Assist Issue resolution

Agent

Agent 
hand-off

Customer Service Managers

Data analytics

Virtual agent assist

Customer

360 customer insights 

Identify 
solutions

Activate 

Customer Service Module

Case Management

SLA / KPI Management

Case Assignment & Scheduling

Activities Management

Auto-response Management

Email, Call, SMS integration

Approvals and Workflows

Feedback & Response 

Management

Microsoft Dynamics 365 Customer Service delivers a robust platform for managing and enhancing customer interactions and support. It extends Microsoft Dynamics CRM 365 to provide a 

comprehensive customer service application that includes Case Management, Knowledge Base, Service Scheduling, and Self-Service Portals. The module supports efficient Customer Engagement 

through Omnichannel Communication, integrates with other Dynamics 365 modules for unified customer insights, and leverages Analytics for Performance Monitoring and Continuous 

Improvement. 



ELT layout

Microsoft 365 Copilot service agent
Maximize agent productivity in the flow of work.

Embed Copilot directly 

into agent desktops

Ask questions and receive relevant answers from across CRM 

solutions, contact center systems, and other knowledge sources

Surface knowledge directly 

in Teams and Outlook

Generate case summaries 

from CRM records

Generate meeting recaps 

with suggested follow-ups

Draft personalized emails and 

follow-ups using contextual data

Browse and update 

CRM records
Create a meeting invite with 

detailed case summaries

View conversation summaries 

with CRM record information

Experienced in Microsoft 365 and connects to your CRM and ERP systems
This demo is intended solely to showcase the capabilities of Microsoft 365 Copilot service agent in-product experiences. Any references to Salesforce are purely illustrative and do not imply any 

form of partnership or endorsement between Salesforce and Microsoft. Please use this demo as a guide to understand the functi onalities of the Microsoft 365 Copilot service agent product.



Dynamics 365 Customer Service

Self-service 
support

Optimize service with 
Actionable Insights

Empower teams with 
tools

Deliver proactive 
service with IoT

• Activate virtual agents for 
modern self-service 
solutions

• Direct access to your 
knowledge base

• Share knowledge through 
community portals

• Analyze comprehensive 
support insights

• Adapt quickly to real-time 
customer sentiment

• Track success against key 
performance indicators

• Enhance your knowledge 
base with knowledge 
search insights

• Help agents get answers 
faster

• Easily switch between open 
cases or tasks

• Unify knowledge sources 
for a streamlined search 
experience

• Analyze and act on 
customer feedback

• Proactively fix device issues

• Enhance support with 
integrated IoT alerts

• Monitor device health 
index



Contact Centre Services

Contact Center Quality Assurance Analytics Integrations

Omni-Channel Contact Centre:

• Enablement of new channels 
Voice, Email, Chat, SMS, Social 
Media, Video.

• Advanced IVR capabilities, self 
service, Text to Speech.

• Improvement for remote working 
agents.

• Security and architecture review.

Quality Assurance:

• Team collaboration.

• Ease of internal communication.

• Performance management for 
better staffing and efficient 
utilization.

• WFM/WFO for efficient staffing 
management.

• Surveys for Customer Feedback.

Analytics: 

• Speech analytics to identify 
opportunities, reduce risk and 
improve operational efficiencies.

• Customer experience data.

• Real time sentiment analytics.

• Customizable dashboards.

Integration:

• Integration capabilities with 
almost any CRM/ITSM Tool.

• APIs and SDKs for developers.

• Screen Pop & Click to dial.

• Work from anywhere and any 
device.

• Self service bots.

Benefits

Improved CSAT Scores Higher First Call Resolutions Proactive Caller Identification Empowered Users Improved Quality Lower AHT and Cost



Filters.
-Status.
-Visibility.
-Modified Date
-Language

Knowledge Search

Dynamics 365 Customer Service - Conceptual Diagram

Searching Reporting

View filtering & sorting Quick find Relevance search Advanced find

Customer Type

Address

Timeline

of Activities
& Notes

Industry

Contact Preferences

Customer Type

Address

Timeline

of Activities
& Notes

Personal details 

Age, gender, DOB, 
etc.

Contact Preferences

Accounts Contacts

Emails Appointments Phone Calls SMS Tasks Service Activities Booking Alerts Survey Invites Survey Responses Survey Alerts

Customer Service ActivitiesMain Activities Customer Voice Activities

Charts Dashboards

Channels

Emails

Voice

Teams

Chat

SMS

Social

Activities, Cases, etc. as Queue Items

Route, Pick, Release or Remove Items

Basic Routing - based on case attributeShared mailboxes

Unified Routing using record types. Resource skills, sentiment or effort

Personal / Public 

/Private

Record creation

and update rules

Customer

Entitlement

Service Level

agreements (SLA)

Timeline

of Activities
& Notes

Customer

Service Level

agreements (SLA)

Products / 

Services

CasesQueues Research Resolve

Case Merging

Related cases

Similar case 

Suggestion

Case MergingCustomer

Case Merging Case Merging

IoT Alters 

Booking status

Requirement 

Location & Time

Requirements Resources

Booking

Case Merging

Case Merging

IoT Alters 

Device Command

Devices 

Convert to Case

loT Alerts Customer Assets

Embedded
knowledge search

- Link to case
- Send by email
- Rating

Search operators

-And
-OR
-NOT
-Wildcard
-Exact Match

Approval ProcessKeywords Categories 

Attachments FeedbackRelated Articles 

Related Products VersionsTranslations 

Content 
Rich Test / 

HTML/Preview 

Author Review PublishKnowledge Article

Drag & Drop To Create 

Booking

Use Or Configure Filters

Booking Templates &

Resource Cards

Map View Re quirements & 

Resources

Daily, Wee kly Or

Monthly Views

Scheduling Assistant

Manage  multiple
sessions in vertical tabs

Smart  Assist
Al Suggestions for similar cases

and knowledge art icles

Customer support
swarming 

Microsoft Teams
 Collaboration

Scheduling Board

Customer Service workspace

Manage  all records  relate d 
to 1 se ssion

in horizontal tabs

Agent Scripts

Knowledge Search

Inbox View

Teams chat

Al suggestions for similar cases 
or related to the case

User Management Queues Workstreams
Parent child case 

settings

Channels Routing Subjects SLA Settings

Insights settings Service calendar & Holidays

Al Features Service scheduling settings

Workspace Agent scripts

Email Templates Create Macros

Knowledge settings. 

Record types. Cate gories. 

Filte rs. Search providers

Import Data Maps

Import Jobs Translations

Settings

Rules

Job

Email settings Mailboxes

Email tracking Server Profiles
Build record de le tion

Export to Excel and 

Excel Online

Import from Excel

or CSV
Via SharePoint

Via One Drive

Word and Excel Templates

Business Units

Security Roles

Field security Access Teams

Teams

Users Audit settings

Audit summary view

System Jobs Environment Setting

Duplicate detection Data Management Document Management Security Audit & logs Email Configuration

Customer Support Operations Agent Experience

Identity

Views



Dynamics 365 Customer Service OmniChannel

Measure customer 
behavior 

Multichannel Analysis Built-in security, 
privacy & compliance 

Improve customer 
satisfaction

• Track engagement using 
web analytics

• Track engagement using 
mobile app analytics

• Build custom reports for 
your specific business 
needs

• Analyze customer behavior 
by segment

• Analyze customer behavior 
using customer profile 
attributes

• Connect data from all your 
channels

• Support GDPR and CCPA 
compliance

• Exceed industry standards

• Enable insights within 
Customer Service Hub

• Topics highlighted for 
Power Virtual Agents

• Improved 
topic generation



Service Capabilities of Dynamics CRM

Agent ExperiencePhone

Email

Chat

Social
Community

MessagingWeb

Video

Internet ofThings

Cobrowse

Case  

Management

Business  

Process

Voice of the  

Customer

Service  

Intelligence
Mobile

Management

Knowledge Onsite  

Service

Comprehensive business and technology platform

Omni-channel

Portal

Agent enablement 

Onsite service

Knowledge 

Service intelligence

                            
                     



Omni Channel

Retail

ServicesOverview Technology

• Dynamics 365 CRM

• Omni Channel

• Quality Management System

• Self Service Portal Development

• Implementations and integrations

• Support and enhancements

• Frette is an Italian textile company known for its 

luxury linens. Established in 1860 in France it 

deals in luxury products. 

• 200-500 Employees

Situation

The Frette brand sought to enhance its customer 
service experience by implementing a 
comprehensive solution that could manage 
customer interactions across multiple channels. 
The goal was to provide a seamless and 
consistent experience for customers while 
improving agent productivity and operational 
efficiency. The existing system lacked the 
capability to unify customer interactions, leading 
to fragmented service and inefficiencies.

Solution

Visionet implemented an Omnichannel Engagement 
solution powered by Microsoft Dynamics 365 for 
Frette. This comprehensive solution included self-
service capabilities with virtual agents, personalized 
omnichannel engagement, enhanced agent 
productivity through a unified work environment, 
proactive service with remote device management, 
and AI-driven insights to analyze performance and 
trends.

Impact

The Omnichannel solution significantly benefited 
Frette by enhancing customer satisfaction 
through a seamless experience across all 
channels, increasing agent productivity with 
improved tools and support, streamlining 
operations with unified routing and work 
distribution, delivering proactive service to 
address issues before they arise, and providing 
valuable data-driven insights for continuous 
improvement.



Dynamics 365 CRM CI



Dynamics 365 Customer Insights For Marketing

Microsoft Dynamics 365 Customer Insights for Marketing offers a wealth of advanced functionality to help build and maintain customer relationships. The following customer 

journey shows the full capability of Dynamics 365 for Marketing that will cover comprehensive Marketing Management functionalities.

38

Customer Insights Module

Audience Management​

Realtime Campaigns​

Offer Management​

Capture Opt-in/ optouts 
Response

Omni-Channel Campaign 
Management​

Campaign Segmentation​

Approvals And Workflows

Campaign Execution & 
Monitoring

Promotion/ Survey

Mass Marketing

Customer Profiling
Consent/ Preferences

Customers

Campaign 
Broadcasting

Marketing Managers

Lead
Nurturing

Marketing Journey 
Mapping

Marketing Team

Upsell/ Cross Sell

Campaign 
Monitoring

Campaigns ROI

Customer 
Segmentation

Respond to;
• Surveys
• Promotions
• Mass Marketing



Dynamics 365 Customer Insights Journey

Engage customers in 
real time

Build customer 
loyalty

Personalize Customer 
experience with AI

Unified and 
adaptable platform

• Orchestrate real-time 
customer-led journeys

• Design customer-led 
experiences

• Deliver seamless 
experiences across digital 
and physical channels

• Design end-to-end 
customer journeys

• Improve customer 
communications

• Nurture leads and accounts

• Turn event, meeting, and 
webinar attendees into 
loyal customers

• Create engaging content 
enhanced by AI

• Improve marketing 
effectiveness

• Act on a 360-degree 
understanding of the 
customer

• Unify and share customer 
data more securely

• Comply with regulations

• Easily customize and 
extend the application

                         
                     

                
                     





4 Adjust

- A/B Testing

- Inbound vs. Outbound

- Audience Alignment

- Unsubscribes

1 Prepare

- Marketing Charter

- Audiences

- Content Generation

- Tactic Alignment

2 Deploy

- Scheduling & Readiness

- Validation & Testing

- Go-Live

- Monitoring

3 Analyze

- Digital Footprints

- Traffic Capture

- Lead Scoring

- Content Heat Maps

5 Expand

- Websites

- Social Media

- Auto Segment Routing

- Monthly Newsletters

Marketing



Dynamic 365 Customer Insights & Event Management 

Searching and Reporting

Quick Find Advanced Find Dashboards & Charts Reports
Export & analyze with 

Excel online
Power BI

Portals or 
Website

Marketing forms

Marketing Pages

Marketing 

websites

Subscription 

Center

Event Websites
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TrackingUser Profiles

LinkedIn LeadGen

Form submissions

Marketing  Emails Customer Journeys

Dynamic content Designer / HTML

Preview A/B Testing

Target Content or 
Accounts

Minimum Consent

Segments & Suppression Segments

Marketing Forms

Internet Marketing

Marketing websites

Marketing Pages Redirect URLs

Files & Videos

Marketing Content

Content blocks

Keywords Personalized pages

Event Type

Event format 

Schedule

Events

Sessions

Session Tracks

Speakers

Passes

Event Registrations

Check-ins

Financials

Event Surveys

Survey Responses

Sponsors

Building, Rooms, 
Layout

Website & 
Registration form

Preliminaries Agenda Organize Promote Launch Post Event

Hotels, Room Allocations, Room Reservations Event Vendors

Marketing Templates

Journey templates Email templates Page templates Form templates Segment templates Activity (call, Task, Appointment Templates

Lead insights

Insights & Analytics

Lead scoring insights Account insights Segment insights
Customer Journey 

insights
Marketing page Insights Marketing form insightsContact insights

Customer 

Voice

Surveys

Survey 

distribution

Survey responses

Logic

Reports

Microsoft Teams

Power Apps

Model Driven

Canvas

Web API



Dubai Police need to manage interactions with current customers. The desired approach of CRM is to compile 
data from a range of different communication channels, including a Dubai Police website, telephone, email, live 
chat, marketing materials and more recently, social media, in addition to criminal/traffic records history to cater 
the need comprehensively.

Systems Limited provided following implementation services:

Services Provided:

Problem Statement:

Dynamics 365

Government

ServicesOverview Technology

• Dynamics CRM 365
o Sales
o Service
o Marketing

• Sprinklr Social Media
• Forms Pro - Surveys

• Discovery & design

• Implementations and integrations
o Dynamics 365
o Social Media Listening & Case
o AI use cases

• Support and enhancements

The Dubai Police Force (Established in 1956) is 

the 17,500 strong police force for the Emirate of 
Dubai, in the United Arab Emirates. They come 
under the jurisdiction of the ruler of Dubai, and 

they cover an area of 4,114 square kilometers & 
a population of 2.8 million people.

Project Scope

Dubai Police would like to implement fully integrated CRM solution in order to link all channels through one 
platform that ease the use of processes. 

Dubai Police needs a comprehensive, centralized and unified CRM platform to fulfill their requirements that 
can re-engineer customer journeys & automation.

Integration - API Layer
Integration with internal & external systems

Customer 360 View
Omni-channel Capabilities

Case Management
Survey Management
Call Center Management
Request Management
Knowledgebase Management
Service Level Agreement
Notification Framework
Workforce Management

Marketing & Communications
Customer Segmentation
Event Management

Sales Process for selling 
Dubai Police products

Social Media Management
Artificial Intelligence

Single Sign On
Auditing Framework
Access & Control Management
Document Management
Reports & Dashboards (Analytics)

Seamless CRM system complying with all the requirements of managing customers, sales, customer 
service, and marketing though multiple channels including social media. The implemented solution is 
fully compliant with the existing ecosystem and provides faster data access, reliable, controlled system, 
and tracking capability.



Dynamics 365 CRM Field 
Service



Dynamics 365 For Field Service
Microsoft Dynamics 365 for Field Service empowers companies to deliver predictive and proactive customer service, and resource productivity. It provides an end 

to end solution that extends Microsoft Dynamics CRM 365 to provide a complete field service management application including Service locations, Customer assets, 

Preventative maintenance, Work order management, Resource management, Product inventory, Scheduling and Dispatch, Mobility, Collaboration, and Analytics.

Field Service 

Module

Service Orders 

Work Orders

Appointments

Technician Skillset

Technician Pool

Email, Call, SMS 

Integration

Approvals And Workflows

Feasibility Assessment​

Technician

Assignment

Technicians/ DispatchersAppointment 

Management

Customers

Accept 

Appointment

Work Order 

Creation

Operations Team

Mark Issue 

Resolved

View Maintenance 

History

Collect/ Sign 

Invoice

Service 

Order 
Initiation

Inventory 

Association

Manage Service Lifecycle

Agent Mobile App 

Enablement



Dynamics 365 Field Service

Deliver proactive 
service

Optimize with AI Empower your 
frontline workers

Increase customer 
satisfaction

• Prevent service calls

• Get a 360-degree view of 
customer assets

• Gain customer insights

• Dispatch the right 
technician

• Better manage resource 
assignments

• Automate scheduling

• Effectively manage asset 
history

• Streamline tasks through a 
mobile-optimized experience

• Enable technicians in field

• Optimize service and 
resources

• Enhance technician 
productivity

• Resolve cases faster with 
remote collaboration

• Engage with your 
customers

• Provide post-engagement 
surveys

• Offer self-service 
scheduling



Case Study: Aqaba Water Company

AWC is managing water utility that have been impacted by the 
modernization and rapid development of information technology. AWC was 
focused for the  delivery of safe, reliable and efficient water supply to satisfy 
the demand of all sectors with field service modernization.

• The purpose was to raise the operational efficiency to keep pace with the 
increasing demand for water and sanitation services, and to improve the 
services provided to subscribers by managing efficiently

• Provide comprehensive solution on meter reading automation with smart 
use of field service app and IoT advantages

• The implementation of AX 2012 R3 to streamline and Automate Aqaba 
Water Companies Financials.

• Implement an Enterprise Asset Management system based on Dynamics 
365 for Field Service and Dynamics AX 2012 R3.

Visionet provided following services:
• Improved meter reading automation, augmenting reliability, optimizing predictive 

maintenance, and ensuring Regulatory compliance. 
• Visionet's highly customized implementation of Field Service provides AWC with a singular, 

real-time view of all assets across the organization.
• AWC has been enabled to manage physical assets using industry’s best practices and 

translate AW physical asset management into competitive advantage
• AWC now has a solution in place to Plan, track, and analyze service operations to maximize 

efficiency, gain a complete overview of costs and revenue, and improve profitability for service 
operations.

Services Provided:

Scope:

Utilities

Implementation & 
Support

Technology
• Dynamics 365 Field Service
• Dynamics 365 Finance
• Dynamics 365 SCM
• MS Field Service Mobile App

Services
• Customer Service Experience
• Meter Reading System
• Preventive Maintenance
• Implementations & integrations
• Support and enhancements

Customer Overview
• IGI Aqaba Water Company (AWC) is established 

as a government-owned, commercially run water 
company obligated to manage the water and 
sewerage system of Aqaba.

• 300-500 Employees
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