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Introduction
Positive customer experience is an increasingly important ingredient for companies to win and retain 

customers. Customer engagement from Microsoft Dynamics CRM helps companies deliver 

exceptional customer experiences, creating long-term relationships based on knowledge and trust.  

Today, the process of engaging customers can't be one-size-fits-all. It needs to be adaptive across all 

touch points and within the context of who your customer is and what they are doing. Intelligent 

customer engagement enables your company to build customer trust, loyalty, and insight, while also 

enabling your sales, service, and marketing professionals to be as productive as possible. With 

customer engagement by Microsoft, we help your company deliver exceptional customer experiences. 

Companies can: 

¶ Personalize customer  experiences  by engaging them at the right time , in the right place, in 

the right way throughout the journey.  

¶ Create proactive experiences  by determining the next best interaction with your customer 

based on insights.   

¶ Make customer engagement predictive  by leveraging internal and external data to identify 

patterns and trends.  Apply information to make  recommendations or suggestions for how to 

optimize.  

This document highlights the capabilities of the Dynamics CRM Spring 2016 Wave, which includes 

updates to all online services, including Microsoft Dynamics CRM Online 2016 Update 1, *Microsoft 

Dynamics Marketing 2016 Update, and *Microsoft Social Engagement 2016 Update that will further 

our customersõ abilities to deliver amazing customer experiences. Microsoft Dynamics CRM Online 

2016 Update 1, Microsoft Dynamics Marketing 2016 Update, and Microsoft Social Engagement 2016 

Update - will be delivered as a customer driven update.

*Updates for Microsoft Social Engagement and Microsoft Dynamics Marketing 2016 are released on a monthly basis.  For more information on the 

release status visit https://www.microsoft.com/en -us/dynamics/crm-customer-center/get -ready-for-the-next-release.aspx  
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Key Investment Overview 
With Microsoft Dynamics CRM Spring 2016 Wave, weõre continuing on our journey to help companies 

deliver exceptional customer experiences.  This release is focused on the integration of two of our 

recent acquisitions (FieldOne and Adxstudio), providing our customers with market leading 

capabilities for field service and portal solutions for community engagement. We  are also extending 

our service capabilities with the introduction of project service, and we continue to invest in 

enhancing our intelligence capabilities.  

The Dynamics CRM Spring 2016 Wave includes updates to all online services, including Microsoft  

Dynamics CRM Online 2016 Update 1, Microsoft Dynamics Marketing 2016 Update, and Microsoft 

Social Engagement 2016 Update.  The release covers 3 major themes: Transformative Service, 

Community Enga gement, and Intelligence.    

Transformative Service  

Å Field service  enhancements for this release maximize effectiveness and customer satisfaction. 

Our solution matches proficiency and competency requirements against available resources, 

for even more intelligent resource allocation. Additionally,  full integration with CRM provides a 

consistent UI look and feel that spans case management through to work order completion .  

Å Project service  is a new end-to-end solution that helps organizations deliver revenue-

generating customer engagements on-time and on-budget.  It extends Microsoft Dynamics 

CRM to provide a single system of engagement for project sales, delivery and billing that uses 

optimized resourcing and intelligent, skills -based assignments. Our solution supports back-

office integrations to productivity and business applications, and offers a mobile experience for 

customer-facing resources. Field and Project service share a resource pool, and scheduled 

shared resources are surfaced in each application for enhanced visibility. 

Å Employee self -service and the ability to create an efficient and well -informed workforce is 

now available worldwide through CRM and our new portal capabilities. Employee self-service 

streamlines common tasks by empowering every employee with definitive knowledge.  

 

Community Engagement  

With the recent acquisition of Adxstudio we will now have web portal functionality integrated into 

Microsoft Dynamics CRM Online as an add-on offering.  Portals allow organizations to extend their 

Dynamics CRM engagement scenarios with self-service profile management capabilities, rich content 

publishing, secure access and permissions controls, configurable extensions, and many more features. 

Dynamics CRM portal capabilities are built with modern web standards in a responsive design for use 

on any desktop, tablet or mobile device. 

We will be shipping several pre-configured portal solutions, including Customer Service Portal, 

Community Portal, Partner Portal and Employee Self Service Portal, and customers also have the 
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option of creating a completely custom portal to meet their unique business needs.  

Intelligence  

In this release, we will introduce guided navigation capabilities.  Guided navigation provides context-

sensitive interactive and scenario-based guided tasks and sidebars that are personalized to the user.  

Guided navigation helps onboard new application users quickly, facilitates user adoption of the 

application, and improves user productivity.  

We will also introduce two new machine learning scenarios for Microsoft Social Engagement ð 

Adaptive Learning and Automated Social Triage. 

Additional enhancements  

We also continue to invest in Microsoft Social Engagement and Microsoft Dynamics Marketing .  In 

addition to the new machine learning scenarios for Microsoft Social Engagement, weõre introducing 

Azure Event Hubs, new social sources such as Instagram and additional boards/forums, additional 

language support, and new engagement capabilities.  For Microsoft Dynamics Marketing, weõre 

further enhancing email marketing, the SDK, and the lead management process.  

Details on the features and capabilities in the Dynamics CRM Spring 2016 Wave can be found below. 

Sales 

In the modern era of selling, it is even more critical for salespeople to find the time for building 

deeper customer relationships. For most sellers, itõs always difficult to find more time. Their jobs are 

highly complex, with internal demands consuming the majority of their time, leaving them wi th little 

for selling. Microsoft is committed to freeing up salespeople by providing seamless, familiar, easy-to-

adopt Sales solutions that deliver maximum value with minimal ramp-up and training . 

In order to help salespeople be more productive, we are pleased to deliver the following feature:  

 

Guided user navigation  
An in-app experience that delivers live, interactive 

and scenario-based guided tasks and sidebars that 

are personalized to the user-context making 

onboarding new users quick and easy to drive 

business user productivity. 

Increase sales user adoption and productivity with 

rich, context-sensitive guidance for onboarding, 

whatõs new, and frequent sales related tasks such 

as lead management embedded directly in the 

web and mobile apps. 
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Service 

An increasingly connected digital world has changed the way customers engage with brands. 

Customer expectations continue to rise with regards to the number and variety of  channels and 

devices through which they expect to engage ñ and the speed and ease with which product and 

service related issues are solved. Already a key differentiator in an era of commoditization, the role of 

customer service continues to evolve as organizations seek to sell services around their products in 

addition to providing break -fix support.  

Providing personalized, contextual interactions throughout  the customer service journey while still 

achieving business goals is a customer service imperative. We know that 91% of customers remain 

loyal to brands who offer low effort interactions . Businesses can achieve this when customers are 

empowered with their choice of self -service options; agents are empowered to deliver fast, informed 

and effective resolutions; and when onsite service is seamlessly incorporated.  

The service capabilities for Microsoft Dynamics CRM empower companies to deliver end-to-end, self, 

assisted and onsite service across the omni-channel. Our industry leading technologies, including 

machine learning, IoT and analytics, give our purpose-built service solution the breadth and depth 

necessary for organizations to meet the challenges of an evolving customer service landscape.  

In order to uniquely position  brands to thrive in an everything-as-a-service economy, and to build 

advocacy and loyalty through effortless service experiences, we are pleased to deliver the following 

features: 

 

Field Service Solution  
Field service is an end-to-end solution that 

delivers advanced scheduling, inventory tracking, 

and asset management for service depots and 

highly-mobile, in-field specialists fulfilling work 

orders and providing preventive maintenance 

across multiple sites under complex service 

agreements. 

¶ Characteristics and proficiency ratings:  

You can define proficiency and competency 

levels and set them as requirements for a 

work order. Proficiency and competency 

levels are also part of the worker profile, so 

you can make an appropriate match when 

scheduling resources. 

 



 

 

 

7 

 

Microsoft Dynamics Customer Engagement Solutions 

Release Preview Guide 

 

 

  

¶ Detached schedule suppor t:  Field Service 

now supports time allocation outside of a 

work order. For example, a field tech can 

schedule time for lunch or supply 

provisioning without having to associate 

that time with an empty work order.  

¶ Shared resources across Project Service 

and Field Service: Field Service and Project 

Service share a resource pool, with resource 

schedules appearing in both. 

¶ Out -of -the -box business process:  A firm 

handshake between CRM incident 

management and work orders creates an 

alignment between these two proc esses, 

and if a field service work order originates 

from a case, the originating case is visually 

part of that workflow, which spans from 

case creation through the completion of 

the work order. 

¶ Mobile enhancements:  Drip scheduling 

enhances and de-clutters the user 

experience by displaying fewer upcoming 

work orders. It also improves dispatch 

control by limiting the number of declined 

work orders or change requests by field 

techs. 

 


























