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Disclaimer

Prerelease product or features may be substantially modified before commercial release. This roadmap represents a product view and is not indicative of 

final licensing of individual features. Microsoft makes no warranties, express or implied, with respect to the information provided.
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Collaborative business applications

Dynamics 365 Microsoft Teams Office 365



Access what you need, 

when and where 

you need it
Context IQ





Unite sellers to 

sell better, faster
Context IQ
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Business data is available to 
everyone, everywhere they 
are working

Easily communicateas part 
of any business process

Business applications are 
now multiplayer

Dynamics 365 Dataverse TeamsWindowsTeams Outlook MS Graph



Business data is available to 
everyone, everywhere they 
are working



Collaborate using familiar 

Microsoft 365 tools

Key Features

ÅCollaborate on deals in a modern workspace

ÅAccess Dynamics 365 records in Outlook or pin them 
to Teams Channels for collaboration

ÅCo-author documents using Microsoft 365 and 
automatically sync to Dynamics 365

ÅAnalyze Dynamics 365 data using Excel online 

ÅBuild documents with Word using Dynamics 365 data

Value

ÅEnable sellers to work on deals with colleagues and 
customers in real-time using Microsoft 365 productivity 
and collaboration tools

ÅTight integration with Microsoft 365 apps allows 
opening sales data in Excel, making changes, and 
saving the changes back to Dynamics 365 Salesñall 
without switching between applications

ÅDynamics data is available everywhere across Microsoft 
365 application

ÅQuickly respond to customer requests with Dynamics 
365 in Outlook



Find Dataverse data anywhere 

with Microsoft Search

Key Features

ÅSearch Dynamics records across Teams, Office & Bing

ÅSecured access ðDynamics settings for roles & 
permissions propagated to M365 endpoints to ensure 
users only see records for which they hold permissions.  

ÅSearch experience Desktop & mobile 

ÅCopy results into message windows unfurl into rich 
adaptive cards

Value

ÅRemove the need to app switch to locate pertinent Dynamics 
data

ÅObtain key record details across key Microsoft productivity & 
collaboration app surfaces



Rich Messaging with Dynamics data
òEnable sellers to share & interact with records directly within Teams chats & channelsó

Key Features

ÅShare CRM context in message ðEnable sellers to 
search and share CRM data directly in message.  
Optimize search experience by role type

ÅEdit records within conversational flow ðEnable 
users to edit records from within Teams conversations, 
including quick note & task capture from a post

ÅDynamics Permissions & Access Rules ðEnsure that 
only licensed D365 users w/ appropriate access rights 
can see CRM data

ÅLink Unfurling ðPaste any Dynamics URL into the 
chat window and an info card of a Dynamics record 
will unfurl directly inline 

Value

Å Increase communication effectiveness by bringing 
customer context to the conversation 

ÅEnable sellers to view & update Sales data from within 
Teams



ά9ƴŀōƭŜ ŎƻƭƭŀōƻǊŀǘƛƻƴ ŀǊƻǳƴŘ ōǳǎƛƴŜǎǎ Řŀǘŀ ƛƴƭƛƴŜ ǿƘƛƭŜ ȅƻǳΩǊŜ 
ǿǊƛǘƛƴƎ ŀƴȅ ƳŜǎǎŀƎŜέ 

ά9ŀǎƛƭȅ ǊŜŦŜǊŜƴŎŜ ōǳǎƛƴŜǎǎ Řŀǘŀ ǊƛƎƘǘ ǿƛǘƘ ǘƘŜ ŜŀǎŜ ƻŦ 
ϪƳŜƴǘƛƻƴƛƴƎ 5ȅƴŀƳƛŎǎ ǊŜŎƻǊŘǎέ  

Collaborative editing of Dynamics records right inline within 

Teams & Outlook messages



Key Features

ÅMultiple endpoints ðDelivery across Teams, D365 or 
Outlook

ÅAutomatic Notifications ðUser configuration of 
notifications types to Teams:  @mentions on Timeline, AI-
driven insights from Sales Assistant, updates from records I 
follow.

ÅNotification configuration ðUsers to select specific chats 
& channels through which notifications to be sent and at 
what frequency.

ÅCustomized Adaptive cards ðSpecific Adaptive Cards to 
be sent based on notification type enabling connected 
workflows.

ÅTemplates - OOB notification templates tailored to specific 
workflows & actions, configurable by admins.  

Value

ÅProviding data driven, timely notifications to the right 
person (s) 

ÅProviding actionable messages obviating the need to 
switch context/app

ÅEnable stakeholders to take action within their preferred 
context, accelerating workflow and updating Dynamics 
within a few clicks

Sample Outlook notification Notification builder

Notifications
òAccelerate team efficiency with timely updates and action in-contextó



Easily communicateas 
part of any business 
process



Outbound/inbound digital voice with Teams 

and conversational intelligence

Key Features

Å Integrated Teams dialer for outbound & inbound 
calling

ÅConversational Intelligence - Analysis of customer 
sentiment, transcript highlighted with points of 
interest, segmentation of the call to topics

Å1P & 3P calling integration ðLeverage either 
integrated Teams dialer or any 3P telephony vendor

ÅDevice & App flexibility ðEngagements can be 
done from desktop, laptop or mobile, and can be  
generated from M365 as well to best accommodate 
business processes sellers are accustomed to

Value

ÅConduct and answer calls, join online meetings, as well 
as receive and answer emails - from D365 with one click

ÅBusiness insights extracted, both in real-time and in 
post, and seamlessly tied to where business data is 
stored



Embedded Teams chat in Dynamics
òBringing the power of Microsoft Teams chat into Dynamics apps to organize & collaborate in 

the context of business processes and dataó

Key Features

Å Integrated Microsoft Teams Chat capabilities - Native 
Microsoft Teams chat client featuring rich text editor, file 
attachments, emojis, gifs, delivery options, edit/delete 
messages, like/heart posts, etc.

ÅContextual Chat & Channel list ðEnable linking of chats 
to sales entities (Channel linking available today). Chat list 
changes context based on Dynamics context.

ÅPeople Discovery ðLeverage the intelligence of CRM to 
recommend internal stakeholders & external contacts with 
which to collaborate.

Value

Å Increase efficiency by leveraging the structure of CRM 
data to organize your sales collaboration activities. 

ÅAccelerate deal velocity by connecting sellers with 
key stakeholders & information. 

ÅReduce app switching & stay in context.



Teams Meetings Integration 
òEmpower sellers with a unified meetings experience ðbefore, during, and 

after Teams meetingsó

Key Features

ÅProvide sellers with the ability to quickly access & update key 
sales record information 

ÅStreamlined note capture experience that automatically saves 
back to the Timeline of record

ÅLeverage premium Conversation Intelligence to efficiently 
uncover and act on meeting highlights & follow -up

ÅSecured access to sales data, so only sellers with appropriate 
rights see sales data

Value

ÅStreamline steps it takes to bind Appointments & Teams 
Meetings from within Dynamics

ÅEnhanced productivity by integrating Dynamics into the full 
meeting lifecycle for less app switching, less clicking, more 
focus

Å Improved D365 record health by giving sellers the ability to 
update records and capture notes swiftly and seamlessly in 
the spaces where meetings happen



Business applications are 
now multiplayer



Live co-presence throughout Dynamics apps
òBusiness applications are now multiplayeró

Key Features

ÅLive Profile Card & Presence ðSee key meta-data 
around individuals consistent with information 
provided across Office, including live presence of 
individuals.  

ÅClick to Chat ðInitiate an embedded Teams chat 
session with participants that automatically links chat 
with record, all in one click.

ÅClick to Call ðInitiate a call with the embedded Teams 
dialer (call transcript & insights w/ Sales Premium)

Value

ÅQuickly identify and engage stakeholders active on 
Dynamics records

ÅOne-click initiation of collaboration within Dynamics



video



Embedded Teams 

Collaboration in Dynamics

Push Notifications from 

Dynamics to Teams  & Outlook (Apr)

@mention Dynamics records from 

Teams, Outlook & Word

Presence & multiplayer 

enhancements to Dynamics

Roadmap for previews of collaborative experiences in Teams & Office*

**Inbound digital voice + Conversational Intelligence preview target Q2CY22

*Dates are estimates and subject to change

Q4CY21 Q1CY22 Q2CY22

Outbound/inbound** digital 

voice + Conversational 

Intelligence

Teams 

Meetings Integration 

Collaborative editing of Dynamics 

records w/ in Teams & Outlook

Teams Message Extensions 

& Message Actions

*Dates are subject to change



All-in-one digital 

contact center

General available



Voice as a channel Conversational IVR through PVA Skills-based routing

Agent UX for voice Live Transcription and Sentiment AI-driven Suggestions

Call InsightsAI-driven Topic Clustering Simplified Administration



The voice channel in 

Dynamics is built on 

the same secure, 

planet -scale platform 

used by Microsoft 

Teams
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ÅCall controls: Mute, Hold, End

ÅIntegrated customer and case history lookup

ÅNotes and knowledge search

ÅLive Transcription

ÅSentiment Analysis

ÅProactive Knowledge Article and Similar Case Suggestions

ÅConsult and transfer

ÅSupervisor Monitoring and barging

ÅCall Recording

ÅOutbound calling 

ÅTransfer to external phone number

The voice channel agent 

experience



ÅIntelligent self -service for conversational IVR design

ÅMove away from inflexible menu trees to free-form 

service experience

ÅReuse your existing chat bot for the voice channel 

ÅSame bot authoring experience for all your bots , voice 

or chat

ÅCustomize responses with Synthesis Markup Language 

(SSML)

ÅData-dips through Power Automate, API calls

ÅBuilt in DTMF support

ÅTransfer the call to a human agent with the full 

transcript

ÅLeverage for post -call surveys

Intelligent Voicebots using 

PVA



Bring your own carrier via 

Azure Direct Routing

ÅRetain your current PSTN carrier 

ÅContinue using existing phone numbers 

without porting them to Microsoft

ÅReuse existing investments (SBCs, trunks 

etc.) in Teams Direct Routing



OrganizationContact Center

Call consulting and 

transfers from agents 

to SMEs

Teams presence

Global directory search

Out-of-the-box connection to Teams

Allow voice agents to collaborate with subject 

matter experts in their tools of choice

Dynamics agents can search, consult with and 

transfer voice calls to SMEs on Teams, with no 

integration required

Dynamics voice channel + Teams



AI capabilities in agent experiences

Understand Respond

Real-time transcription Topic discoveryKnowledge Suggestion Case Suggestions
Transcribe calls between customers 

and agents in real-time

Analyze

Supervisors gain insights of customersõ 

sentiment which AI detects from 

customersõ verbatim in calls and surveys

Resolved cases for similar issues based 

on the latest current context

Smart Assist
An intelligent assist that provides various 

types of real-time recommendations

Relevant knowledge articles with auto-

generated article summary

Sentiment Analysis
AI visualizes customersõ sentiment 

while agents communicate with them

Empowering agents and supervisors through AI-powered actions, suggestions and insights

trained from historical engagements and improved through systematic feedback loops.

Historical sentiment

AI discovers topics and auto-groups 

similar cases together per topics



Artificial Intelligence Identity

Virtual Machines Machine Learning

World Class Scale

Integration Storage DevOpsSecurity

Compliance Analytics API Management Cognitive

Healthcare/FHIR
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Microsoft Customer 

Experience Platform



of companies report 

significant data silos 1

of companies cannot 

provide a comprehensive 

customer view 2

1. The Acceleration of Brand Performance through Trust, Love, and Loyalty. Microsoft Advertising Research 2019.

2.  PWC, Experience is everything: Hereõs how to get it right



Drive more value with every interaction
In a trusted and permissioned environment

Access and unify data

Analyze, predict, and orchestrate

Activate and measure



your data to 

engage your customers 

better and drive profitability

Dynamics 365 

Marketing

Dynamics 365 

Customer Insights

Microsoft Azure



your data to 

engage your customers 

better and drive profitability

Dynamics 365 

Marketing

Dynamics 365 

Customer Insights

Azure 

Purview

Microsoft Azure



customer intent, 

propensities, and next 

best everything

Dynamics 365 

Customer Insights

Azure Synapse 

Analytics


