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50 Tips in 50 minutes:
Dynamics 365 Customer

Insights — Journeys




Speakers

Karoline Faradie Tyler McClain
Consulting Manager Senior Solution Consultant

kfaradie@coffee-dunn.com tmcclain@coffee-dunn.com



mailto:kfaradie@coffee-dunn.com
mailto:kfaradie@coffee-dunn.com
mailto:kfaradie@coffee-dunn.com
mailto:tmcclain@coffee-dunn.com
mailto:tmcclain@coffee-dunn.com
mailto:tmcclain@coffee-dunn.com
http://www.linkedin.com/in/karoline-faradie-678372a4

Agenda

* Emails

* Segments + Triggers
* Forms

* Journeys

« Consent

 Cl) Roadmap

« Resources



Now, the Tips




1. Say yes to (some) Copilot.
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1. Say yes to (some) Copilot.

2. Maximize your brand profiles.

SANDBOX e

Dynamics 365

Customer angagement

R socl media acco... Active Brand profiles @ Editcolumns 7 Edit
SR Audience configu.

B Frequency cap

[k Push notifications

O SMS providers

© SMS keywords

@ Custom channels
B comphance profiles
I Form matching st..
£ UMM tracking

% Push notifications
|& Brana prpfies
P Quiettime

@ Library tags

Collabration

W Teams chat

Event management
B Web applications
L Webinar providers

S Wehinae confinur

- Settings o




. Say yes to (some) Copilot.
2. Maximize your brand profiles.

3. More hops = more data. Use
it!

Dynamics 365

D) Recent
Pinned
Marketing Planning

=3 Campaigns

Engagement
D Getstarted
#8 Journeys
3 Triggers

& Ansiytics

Audience

O segments

R Contacts

& Leads

% Consent center

Channels
|2 Emais

i} Push notifications
3 Text messages

D Forms

m Real-time journeys &

ustomer Insights - Journeys

2 Search

SANDBOX

€ Contoso Coffee Cold Brew Confirmatoon Drat - Unsave @ Save Check content » Testsend @ Delete
Design  Pr HTML
Paragraph E R Personaization

Personalize

Dynamic text (2)

Email

" FirstName
Personalization A

The personalization info comes from
Inline conditions (0)

Display name Lists (0)

out Your Pi

Brand (5)

Y Defautt value (shown when no data

While you're here, learn more a

% |

ps can be fully
shop's

Re. iy to send

2} No profile selected




1. Say yes to (some) Copilot.
2. Maximize your brand profiles.

3. More hops = more data. Use
it!

4. Get hyper-personal with
conditional content.

Dynamics 365 sstomer Insights

Home
Design

D Recent
Pinned
Marketing Planning

< Campaigns

Engagement
D Getstarted
$2 Joumeys
3 Triggers

#  Analytics

Audience
@ Segments
R Contacts
9 Leads

B8 Consent center

Channels
|= emais

i} Push notifications
O Text messages

D Forms

n Real-time journeys

£ Search

€ Contoso Coffee Cold Brew Confirmatoon aft - Unsave

[tFirstName}) it w

have any qui

{{FullName))|
{(SalesRepEmaill)

[EE==Vhile you're here, learn more about our other offering pefault ~

our purchase. If you

pride oursely

support page. Our

_coNrAct SUPPORT

@ Save 7 Check content

» Testsend @ Delete Ready to send

HIML ) No profile selected

Personalize =

Dynamic text (4)

Email

FirstName

FullName

SalesRepEmail

Inline conditions (0)

Lists (0)

Brand (5)




1. Say yes to (some) Copilot.

2. Maximize your brand profiles.

3. More hops = more data. Use
it!

4. Get hyper-personal with
conditional content.

5. Edit emails in live journeys.



6. Leverage advanced analytics.

< CDI Volunteer Newsletter - Q1 2025 ® Read

Home

Q
© Recent Design  Insights  Preview and test
2

Pinned Overview
Marketing Planning

Delivery @
<1 Campaigns

3 Checkcontent ~ B Testsend

[T Jan 1, 2025 - May 15, 2025

Delivery rate Deivery ailed Cick rate Cick-to-open rate Marked a5 spam Unsubscribed

Sngagemens 96.9% 1 R2.6% 778% 0 0

Get started

Journeys 5 S
Triggers

Email sent

Analytics
Email deivered

Audience
Unique opens

Segments

Contacts Unique clicks

Delivered Unique opens Unique clicks
Leads.

3 9 7

Consent center

g —

Emails

Push notifications

URL Link alias Total clicks Unique dlicks
Text messages

Forms. https//coffeedunndemo becon

ors chacedte https://cdivolunteermatch...  read-more

A 13
JL Tot ks
7

Click rate



Home

6. Leverage advanced analytics. | .. we e

Brand protie

) @
Koot Design  Preview and test * HTML L2 No profile selected

Pinned
From: CDI Volunteer Match h@4577d7de

/. Download Links are available. | == =

Engagement (=)

Don't miss out on any voluntoer opportunities: add us 10 your safe sender list. »
Get started e Image

o CDI Volunteer
Triggers Ma,tCLlLY_ﬂL

Elements

QRcode

Layout section types

Contacts
Leads

L 4 (o] . o st || Zoohons

Consent center

© 2022 CDI Voluntoer Match. Al rights reserved.
Emails Address| 3 column
Manage your proferonces

Push notifications
Text messages
Forms.

More channels



6. Leverage advanced analytics.
/. Download Links are available.

8. Take advantage of Themes
and custom font upload.




6. Leverage advanced analytics.
/. Download Links are available.

8. Take advantage of Themes
and custom fonts.

9. More than one contact point
data source.

2 Home

@ Recent

& Pinned
Owerview

@ Versions
& settings
Bx qQuota limits
B Add-ons
& Usage limits

< Feature switches

Email marketing
3 Domains
Landing pages
P Designer feature
3§ Default settings

B Data protections

Customer engagement

=8 Audience configu.

Ed Frequency cap
Web Tracking
SMS providers
SMS keywords
Custom channels

Compliance profiles

< B Focused view B Show Chart

Audience configuration
[ Datasource T+

contact

contact

contact

contact

ead

lead

lead
msdynci_customerprofile

msdynci_customerprofile

00000000 |0|0O

msdynci_customerprofile

O Refresh  Jl Visualize this view  [%) Emaila link

Cantact point type Recipient fields

Email emailaddress1
Text Message mobilephane
Voice mobilephane
Custom mobilephane
Email emailaddress1
Text Message mobilephane
Custom mobilephane
Text Message

Email msdynci_email

Custom mobilephane

[ Run Report

[ Edit columns

Modified By
© srew
O srien
[ - EREN
[ - BREN
0
[ Bach
© ssren
@ paige paradeis (Away)

J; Karoline Faracie (Away)

Q! Poige Parades (aw

8 Excel Templates

 editfiters | SO Fiterby keyword |

Madified On ~

4/22/2025 11.06 PM

4/22/2025 11.06 PM

4/22/2025 11:06 PM

4/22/2025 11:06 PM

4/22/2025 11:06 PM

4/22/2025 11:06 PM

4/22/2025 11:06 PM

10/11/2022 613 PM

7/3/2024 1203 PM

11/1/2022 726 PM



6. Leverage advanced analytics.
/. Download Links are available.

8. Take advantage of Themes
and custom font upload.

9. More than one contact point
data source.

10.Protect your HTML and data.




Segments + Triggers

cused view 5 Show Chan

17.Choose your fighter trigger. —

£ Finned v

Dataverse triggers* -
Marksting Planning

=3 Campaigns

Al tiggers Defaus
Engagement
Custom triggers

B Getstarted
+ Dataverse trigge

B8 Joumeys
Standard triggers

T Tiggers fated
B Save as new view

& Analytics

Audience
@ Segments
R Contacts

@ Leads

B Consent center

Channels

Status Medified

B Emails
& Market

i} Push natifications

5 Text messages
B Foms

@ More channels O =

tatus Reason Updated

fty Status Updated

SANDBOX +

New trigger

I Visualizs this view

Edit columns

State
Ready to use
Ready to use
Ready to use
Resdy to use
Ready to use
Ready to use
Ready to use
Ready to use
Ready to use
Ready to use
Ready to use
Ready to use
Rasdy to use
Ready to use

Ready to use

Edit filters

£

Journeys usage (Live) ~




Segments + Triggers

17.Choose your fighter trigger.

12.Not seeing your related
table? There's a sync for that.

Add to list X

fect data tables o use in the segment definition. Adding multiple data tables may limit performance
and cannot be undone. If 2 table & more than five hops away from the target audience or data
tracking needs 1o be enabled. it may be unavailsble to use.

Add related data table(s)
Comparator Metadata (msdynmit_comparatormetadata)
Competitor (competitor)
Competitor Address (competitorsdd
Compliance profike {msdynmki_comphanceseitingsd)
Configuration (msdyn_configuration)
Connection (connection)
Connection Role (¢
Consent (msdynmid_consent)
_contactkpiitem)
ContactProfile (msdynci_ contactprofile)

Content Access Level (ac_contantaccessievsl)

(mim] < mlSiminin] (e

Content block [msdyncrm_cantentblock)




Segments + Triggers

17.Choose your fighter trigger.

12.Not seeing your related
table? There's a sync for that.

13.Pick a date, any date... NI ©7 Oy //ii “@”"’@



Segments + Triggers

MEASURE TWICE, CUT ONCE

17.Choose your fighter trigger.

12.Not seeing your related == —
table? There's a sync for that. 5 1

13.Pick a date, any date...

14.Make your segment edits = -

before using in journeys. 1 1




Segments + Triggers

SANDBOX  ewrce @

17.Choose your fighter trigger.

12.Not seeing your related o
table? There's a sync for that.

eeeeeeeeee

© Leads ‘ Viho would y this se
14.Make your segment edits

before using in journeys.

15.Give natural language some
time.

2025 MICS
1 NAcoN



16.Export larger segments. Up
to 750K!

@
(c]

=

Segments + Triggers

< Brew & Bloom Registered ® Ready o use

Home
Design  Members and Insights
Recent

Ta make ch

Pinned

©) Tis segment will be refreshed every 24 hours unil it is used in a joumey. Leam more

Marketing Planning

=

Campaigns

Group 1uses

Engagement

e Event (Event Registration)

ow 2 Event Regitation » Contact via Contact
and

Triggers

Status (Event Registration)

Za Event Registration > Cantact via Contact

Consent center

Channels

(=]

L
=
B
<}

Emails

Push notifications
Text messages
Forms

More channels

Library

[ Brew & Bloom: A Coffee Business Workshop

Use this to create ajoumey [} Create acopy & Edit

Seament details

General

Created on
41472025, 1:15:31 PM

Last refreshed
5/15/2025, 6:25:19 AM

Creator
Paige Paradeis

Target audience
Co

Last used in journey

Usage (0)

0

This segment has not been used in journeys or
other segments yet



16.Export larger segments. Up
to 750K!

17.In-between operators do not
move.

Segments + Triggers

@ Home
@ Recent
& Pinned
Marketing Planning

<3 Campaigns

Engagement
Get started
Journeys

Triggers

Consent center

Channels
= Emails

Push natifications

Forms.

L
3 Text messages
B
a

More channels

W Lbrary

4 Executive Networking Mixer Registrants  Draft D createacopy [ Delete m

Za Event Regisiration > Cantact via Caniact Edit Elements

and

‘adkd wlarmants such a5 demagraphic attribuses,
interactions, existing segments, and/ar select members

Group 11 uses  and 10 inchude or exclude.

Account (Account) s £ Over the Moon Coffee X © Atributes  Behavioral  Segments

%o Account > Contact via Company Name (Account) &

and

Address 1:City s Boston Target audience

> Contact
+ Add a suboroup 219 atvistes

. Unified customer information O
@ and also members that only appear in bath of the groups > CustomerProfile
61 attrbutes
3 Group2 > Muu:lels

nce in 2 t
Marketing event registration created at least once in the last 28 days Edit Ralated tables + Add table

> Account
[g and a@ members that only appear in bath of the groups 69 attributes
[ Check-in
35 anibutes
(F) scdalye
o B Contact
segment  Executive Networking Mixer X tributes

Customer Voice survey response

1 member(s) inclucled in this segment, last refreshed on 3/10/2025, 5:15:48 PM ributes

Event

@



16.Export larger segments. Up
to 750K!

17.In-between operators do not
move.

18.No estimation with
behavioral.

@ Home
© Recent v
% Pinned v

Marketing Planning

51 Campaigns

Engagement
[ Get started
$2 Journeys

Triggers

ED
% Analytics

Audience
& Segments
A Contacts
@ Leads

[E Consent center

Channels
=1 Emails

[k Push notifications

Text messages.
B Forms

< More channels

Assets

W Library

I3 Templates

.E Real-time journeys &

Segments + Triggers

2 Search

&« col - Q12025 -

® Ready to use, editing

Design  Members and Insights

(@ Read-only view: To make changes to the segment definition, select edit.

() This segment will be refreshed every 24 hours until it is used in a journey. Learn more

F Group1
Email link clicked at least once in the last 26 days Edit

Email 15 ¥ CDI Volunteer Newsletter - Q1 2025

Addnew

Preview is ot yet available for behaviral groups

-- members

SANDBOX

X Discard changes

Elements @

Add elements such as demographic attributes,
interactions, existing segments, and/or select members
to include or exclude.

Attributes  Behavioral  Segments

P search

Target audience

> Contact

. Unified customer information ©

> CustomerProfile

61 attributes

Measures

81 attributes

Related tables + Add table

> Account
69 att

> Check-in
35 attibutes

> Contact

279 atwibutes

> Customer Voice survey response

80 attributes

> Event

202 att




16.Export larger segments. Up
to 750K!

17.In-between operators do not
move.

8.No estimation with
behavioral.

9.Refresh road rules.

Segments + Triggers

: T Dynamics 365

Marketing Planning

<3 Campaigns

Group 1 uses
Engagement
e Event (Check-in)
£ Erss 3o Check-in > Contact via Attendee
B Triggers and
i Analytics Status (Check-in)

2o Check-in > Contactvia Aftendee
Audience

&) Segments
A, Contacts
© Leads

B Consent center

Channels

= Emails

[ Push notifications
3 Text messages
B Forms

€& More channels

Assets

MV Library

W Templates

q Real-time journeys

SANDBOX

- < Brew & Bloom Checked In @ Readly to use

@ Home
Design  Members and Insights
© Recent ~
(D Read-only view: To make changes to the segment definition, select edit
2 Pinned v - J < <

&3 Export members  + Use this to create ajourney [ Createacopy ¢ Edit ® stop

Seagment details

(@ This segment will be refreshed every 24 hours until it is used in a journey. Leam more

General

Created on
414/2025,1:17

Last refreshed

B Brew & Bloom: A Coffee Business Workshap 5/15/2025, 6:26:14 AM

Segments can only be refreshed every
30 minutes

Target audience
Contacts

Last used in journey

Usage (0)

Jo)

This segment has not been used in journeys ar
other segments yet




Segments + Triggers

16.Export larger segments. Up
to 750k

17.In-between operators do not
move.

18.No estimation with
behavioral data.

19.Refresh road rules.

20.Column level security
requires some extra love.




Segments

Home
Recent
Pinned
Marketing Planning

<3 Campaigns

s 2
Engagemen & Create a new journey

Get started
Name the journey
° Journeys
| Multisegment Journey
° Triggers ‘

Analytics Choose the type of journey

. . . Audience =
D
| r ’ I W I ' ' I r l I — Tigger based Segment based
Raspond inseal sime to cutoomer Reach out 10 targeted auciences, ke
Contacts actions ke form submited, cat Toyalty members.with igh-impact
abandoned, and purchase made persanakzed joumers
Leads
O I Ie Se | I 'el It Consent center
. Choose a trigger *

Channels
= Emails

Push notifications

Forms.

O
(3 Text messages
a
<]

More channels



Forms

271.Should it be alead? A
contact? Both or Neither!




Forms

271.Should it be alead? A
contact? Both or Neither!

22 .Use hidden fields to auto-set
specific values.




Forms

27.Should it be a lead? A
contact? Both or Neither!

22 .Use hidden fields to auto-set
specific values.

23.5See changes in real-time with
“#d365mkt-nocache”



Forms

271.Should it be alead? A
contact? Both or Neither!

22 .Use hidden fields to auto-set
specific values.

23.See changes in real-time with
“#d365mkt-nocache”

24.Speed up styling with “inherit”

nnnnnnn

wwwwwwww

nnnnnnnn

B Command palette  “*Format document

9 ¢style»

18 .editor-control-layout html {

11 box-sizing: inherit;

12 background-coler: inherit;

13 1

14

15 .editor-control-layout *,

16 .editor-control-layout *:before,
17 .editor-contreol-layout *:after {
18 box-sizing: inherit;

19 1

2a

21 .marketingForm *:not(.inlineOverlay *, .emptySecticn®laceholder
22 font-family: inherit;

23 1

s




Forms

271.Should it be alead? A
contact? Both or Neither!

22 .Use hidden fields to auto-set
specific values.

23.See changes in real-time with
“#d365mkt-nocache”

24.Speed up styling with “inherit”

25.Save time with pre-fill.

2025 MICS
1 NA(:oN



Forms

w

\DBOX

Dynamics 365 | Customer Insights - Joun

26.Templatize your forms! Ep—

D Getstarted
#i Journeys
S Triggers Templates

Discover templates you can create for your organization
& Analytics P yo ¥ 9
Audience

© somes =
e ' < v

% Leads ]
[E Consent center .
Email Form Journey Task
Create and customize email templates for your Design form templates to capture customer Build customer journeys templates to automate Set up task templates to manage follow-up actvities
Channels marketing campaigns information and feedback personalized interactions efficiently
= Emails

) Push notifications
(& Text messages
B Forms

3 More channels

Assets
I Library
B % Templates

& Content blocks

Lead Management
[t Scoring models

&) Qualification

@ Real-time journeys &



Forms

26.Templatize your forms!

2 /.Custom one-time question,
no problem.

Audience < Unmapped Fields ~ ® Draft - Unsaved E [ Checkcontent [ Delete () Refresh
&) Segments Design  Preview and test  Submissions  Audit histary 5 o f HTML
A Contacts

Leads

Consent center

Channels

1 Emails ———
{3 Push notifications > Unmapped
O Text messages

|8 Forms

@ More channels

Assets
W\ Ubrary
% Templates

8 Content blocks Choose a field or an element to start designing your
content

Lead Management
Ba Scoring models

@ Qualification
My work
Activities

MSFT Release Planners

B cwave 2025

B c-wave 22024



Forms

26.Templatize your forms!

2 /.Custom one-time question,
no problem.

28.Use custom sections when

customize forms entity form.

nnnnn

Untitled Form
Add description here

BBBBBBBBB

Vv  Asset Download




Forms

26.Templatize your forms!

2 /.Custom one-time question,
no problem.

28.Use custom sections when
customize forms entity form.

29.Enhanced relationship with
contact/lead entities



Forms

26.Templatize your forms!

2 /.Custom one-time question,
no problem.

28.Use custom sections when
customize forms entity form.

29.Enhanced relationship with
contact/lead entities

30.Ensure form fields will always
have a value

S
JCON
¢



Journeys

37.Avoid consumer fatigue with
quiet time + frequency

capping.

& showas

net teature
B Defaultsettings

Frequency cap

@ Data protactions

Name | ~
Customer engagement

Marketing Frequency Cap

R Sodal media scco...
SR Audsence configu.
Frequency cap

[k Push notifications
SMS providers
SMS keywords
Custom channels
Comphiance profiles

Form matching st.

E R - S R |

UTM tracking
[k Push notfications
© Brand profiles
P Quiettime

@ Library tags

Callaboration

& Teams chat

Event management

eTa7a5- 18

2 search

B Show Chart New setting il Delete O Retresh il Visualize this view

011-8612-00003306acapag

) Email a Link

Business Unit ~

SANDBOX v @

[ Run Report

Medified By ~

-

ana B;

& Excel Templates

{2 Edit columns

Y Ed

Modified On

10/7/2024 8:20 PM




Journeys

37.Avoid consumer fatigue with
quiet time + frequency

capping.

32.Dig into journey goals + exit
criteria.

Dynamics 365

@ Home
@ Recent

2 Piooed ~
Marketing Planning

=1 Campaigns

Engagement
I Getstaned
B #8 soumeys
3 Triggers
8 Analytics

Audience
D Segmants
R Contacs

@ Leads

B Consent center

Channels

B Emails

i Push notfications
(9 Text messages
B Forms

LU Real-time journeys <

< Marketing Form Submitted

Draft

Marksting Form Submitted
|

+

|
o

Contoso Coffes Email Blast for Septem.

o—+—

2days

(o)

Product Interest Nurture Email 1

I
+

(o]
Exit

— + 100%

SANDBOX_ #eves

2 Undo

[ Creste acopy [ Delete

Default exit

will @xit the journey ance they

pie
e steps in

path,

G+ Complete all steps a

* Alternate exits

Type o search or press Enter 1o browse

Totrar W 5

Exit by segments

tinue the




Journeys

37.Avoid consumer fatigue with
quiet time + frequency

capping.
32.Dig into journey goals + exit
criteria.

33.Leverage conditions beyond
emails.

@ Home
© Recent v
2 Pioeed v
Marketing Planning

=1 Campaigns

Engagement

v

Get started
R 52 soumeys
P Trggers
-
]

Analyties

Audience
&) Segments
A Contacts
@ Leads

B Consant center
P
Channets

O Search

€ Harrison CTE Webinar Registration ~ Drsft

|
+

7

Marketing Event Check-in

)

A

CTE Webinar Post-Event Thank You

A

=1 Emails s
L} Push netifications o
9 Text messages =)

B rems |

o
n Real-tima journeys

~
\
(o]

Harrison CTE Webinar Attendee Thank .. “ Harrison CTE Webinar Thank You SMS

"

i
+
|
o
Harrison CTE Webinar Non-Attendes

I
+

= + 100%

If/then branch =

~ Wait for &

Chaose a branch condition type *

Atrigger i actvated
ol
Choose a trigger *

Marke

g Event Check-in X

Harrison Carser + Technical Edu... *

+ Add condition

~ Time limit

What's the time limit? *

2 days




Journeys

37.Avoid consumer fatigue with
quiet time + frequency

capping.

32.Dig into journey goals + exit
criteria.

33.Leverage conditions beyond
emails.

34.Use journeys for marketing
and sales engagement.

S
NAMIC
CON
e



Journeys

R . . e e e T e — SANDBOX wea@ 9 +

31.Avoid consumer fatigue with [~

quiet time + frequency

capping. 58
32.Dig into journey goals + exit

criteria.
33.Leverage conditions beyond T

emails. e

34.Use journeys for marketing
and sales engagement.

35.Create journeys with agents.

2025 MICS
1 NAcoN



Journeys

w

\DBOX

Dynamics 365 | Customer Insights - Joun

36.Save time with templates. E—

D Getstarted
#i Journeys
S Triggers Templates

Discover templates you can create for your organization
& Analytics P yo ¥ 9
Audience

© somes =
e ' < v

% Leads ]
[E Consent center .
Email Form Journey Task
Create and customize email templates for your Design form templates to capture customer Build customer journeys templates to automate Set up task templates to manage follow-up actvities
Channels marketing campaigns information and feedback personalized interactions efficiently
= Emails

) Push notifications
(& Text messages
B Forms

3 More channels

Assets
I Library
B % Templates

& Content blocks

Lead Management
[t Scoring models

&) Qualification

@ Real-time journeys &



Journeys

36.Save time with templates.

37.Custom Columns do not
copy.



Journeys

Dynamics 365

SANDBOX ¢ + »

@ Read-only This record's status: Stopped

36.Save time with templates.

R Home < CDI Volunteer Newsletter - Q1 2025 @ stopped [ Delete [ SaveasTemplate
® Recent v
2 Pinned v Wait = El

37/.Custom Columns do not e

<1 Campaigns |

18 Inflow

‘ O Engagement 18 &
* I Get started = Processing Processed it ]

CDI Volunteer Newsletter - Q1 2025
B 58 soumeys 0 i 4

F Triggers 18
. H .  Flow detail ®
th t | | # Analytics ow detalls &
Wi Exit reasons
.Learn more wi e analyulcs. _
Audience
Exclusion or suppression segment member
& Segments -
L Contacts
. ' Wait overview =2
& Leads o

CDI Volunteer Newsletter - Q12025
EE Consent center

Channels

= Emails

[} Push notifications

"
O Text messages

W Waited as planned
B Forms

<& More channels

Assets

W% Library

I3 Templates

.E Real-time journeys &

— + 100%




Journeys

36.Save time with templates.

37.Custom Columns do not
copy.

8.Learn more with tile analytics.

39.5egment ongoing journey re-
entry

Dynamics 365

@ Home
© Recent ~
2 Pinned ~

Marketing Planning

< Campaigns

Engagement
b Get started
B8 soumeys
P Triggers

#  Analytics

Audience

& Ssegments

R Contacts
Leads

€
E Consent center

Channels

= Emails

L} Push notifications
O Textmessages
B Forms

<2 More channels

Assets

I Library

I Templates

Real-time journeys J

Journeys

£ search

< Create a new journey

Name the journey

Segment ReEntry

Choose the type of journey

Trigger-based

Respond in real time to customer
actions, like form submitted, cart
abandaned, and purchase made.

g
%

Segment-based
Reach out to targeted audiences, like
loyalty members, wih high-mpact,
personalized journeys

Select a segment *

2024 Contoso Spring nar Invitees X

Select the frequency

() A one-time journey with a static audience

(®) A one-time journey where newly added audience members can start any

time

Allow audience members who re-join the segment to re-enter the journey

() A repeating journey where all audience members repeat the journey every:

Time zone (O

Set the time zone for the journey.

(GMT-06:00) Central Time (US & Canada) Edit

Start *

Select a date

Specify a start date and time

End

SANDBOX




Journeys

36.Save time with templates.

37.Custom Columns do not
copy.

38.Learn more with tile analytics.

39.5egment ongoing journey re-
entry.

40.Don't do it, email
deduplication.
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Consent

47.Know your hierarchy.

Contodo

Perfiction is brewing,

Update your email preferences

Choose how you'd prefer to hear from us

My email address is:

someone@example.com

I'd like to receive information about:

[] Product Upcates
D Special Offers
[ Newsletters

[] upcoming Events
I'd like to receive notifications about:

D My Account

] My Events

D Unsubscribe me from all marketing communications.

D | agree to share my interaction data tc improve the quality and
relevance of this service.

Compliance Profile
Where each purpose and
corresponding topic(s) reside;
tied to each email

v

Purposes
Identifies the different ways an
organization uses a customer’s data
(e.g., commercial, transactional,
traclldng)

\4

Topics
Live within a purpose, each of
which can be opted in or out
(e.g., promos, events, news)




Consent

47.Know your hierarchy.

47 .Sharing (purposes) is caring.



Consent

47.Know your hierarchy.
47 .Sharing (purposes) is caring.

43.Looking to use form prefill?
Make sure your tracking is set

up.
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Consent

47.Know your hierarchy.
47 .Sharing (purposes) is caring.

43.Looking to use form prefill?
Make sure your tracking is set

up.
44 Dare to Double Opt-in



Consent

47.Know your hierarchy.
47 .Sharing (purposes) is caring.

43.Looking to use form prefill?
Make sure your tracking is set

up.
44 Dare to Double Opt-in

45 Make consent visible to all.
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Contact - Contact

Summary Details Communication Insights Events attended

View and change communication preferences for this contact point

Contact point Compliance profile

tmeclain@coffee-dunn.com Lcunmso Coffee

Communication status

® Partial communication

Some emails to tmeclain@coffee-dunn.com with Contoso Coffee compliance profile may

not be sent.

Communication consent records

Purpose v

Contoso Coffee Global - Commercial

Topic v

Contoso Coffee Rewards Program
Events
Newsletter

5 Transactional

® send survey g Open org chart

Scheduling

Tracking status

© Will be tracked

Contactability ¥

© Wwill not send

Contactability ¥

© Wwill not send
© Will not send
© Will not send

@ will send

<3 Lists and segments v

Files

SANDBOX

& Create Invitation

tmcclain@coffee-dunn.com contact point's interactions will be tracked.

Consent v

Opted out (Edit)

Consent ¥

Opted in (Edit)

Not set (Edit)

Not set (Edit)

Opted in (Edit)

A Change Password

Edit

SYSTEM

Owner



Consent

46.Test. Then test again.



Consent

Dynamics 365

46.Test. Then test again.

47.5hould you use Cl-J RT only o

7 Overview

consent ® v
.

o Settings

Br  Quota limits

(R Add-ons

k2 usage limits

I ©® Feature switches

Email marketing

™ Domains

Landing pages
=) Designer feature ...
&5 Default settings

Data protections

Customer engagement
=R Audience configu...

B Frequency cap

o~ -

Settings

<>

Customer Insights - Journeys

Other settings
Feature switches

Compliance

Name

Check contact consent in
real-time journeys

Double Opt-in

Personalization

Name

Use protected fields in
personalization.

Lead Management
Name

Lead scaring

P Search

Enabled Consent level

@ o

@ o

Enabled Consent level
@ ) off
Enabled Consent level

@ o

Customer Voice integrations
with Marketing

Description

Enable real-time journeys to
use contact attributes to
enforce consent in addition
to contact point consent
records.

Enable double opt-in
functionality for real-time
journeys. Forms created or
modified after enabling this
feature will link to a
compliance profile and
inherit its double opt-in
status.

Description

Allow the use of protected
columns/fields in
personalization. Use with
caution. Learn more

Description

Create scaring model to
identify the best leads and
define qualification criteria
for marketing qualified leads

SANDBOX

Save




Consent

46.Test. Then test again.

47.Should you use Cl-] RT only
consent?

48.To opt-in or out, those are
the only options.
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Consent

46.Test. Then test again.

47.Should you use Cl-] RT only
consent?

48.To opt-in or out, those are
the only options.

49 Preference centers are for
preferences only.




Consent

46.Test. Then test again.

47.Should you use Cl-] RT only
consent?

48.To opt-in or out, those are
the only options.

49 Preference centers are for
preferences only.

50.Are your consent checks
running?

2023\ 3 g]CS
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Coming Soon...
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Coming Soon...

« Pause and resume journeys - Preview in June
« Heatmap email analytics - GA in June

« Unmapped fields for marketing forms — GA in June

« Unmapped field for events forms — GA in July

« Respect quiet times based on location and time zone — GA in July

e Journey tile analytics - GA in May

2025AM|CS
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Coffee + Dunn Sessions

» Copilot Wizardry in Dynamics 365 Customer Insights
e Tomorrow 10:15 - 11:15am, Roosevelt 3AB-East Tower




Coffee + Dunn Resources




Thank you for attending!

Karoline Faradie Tyler McClain
Consulting Manager Senior Solution Consultant

kfaradie@coffee-dunn.com tmcclain@coffee-dunn.com
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