TRANSFORMATION
STARTS
Oakton and Microsoft connecting the pieces

WITH
INTEGRATION

CONTENTS
sasda

3	Integrate to innovate with Oakton
and Microsoft
4	Dynamically transforming the
way you do business
7	Putting our experience to work for you

GET REAL-TIME,
HOLISTIC BUSINESS
INTELLIGENCE
THAT BREAKS
DOWN SILOS
TO TRANSFORM
YOUR BUSINESS
Oakton

8

Turning assets into insights

9

Changing the way Australia does business

12	Australian government department
transforms the customer experience
while building in ongoing innovation
13

Why Oakton for Microsoft Dynamics 365

Oakton and Microsoft Dynamics 365 | 2

INTEGRATE TO INNOVATE
WITH OAKTON AND
MICROSOFT
Want the best from your business transformation
strategy? Want to extract every last insight from
your data? Together, Oakton’s enterprise experience
and expertise – and Microsoft’s world-class as-aservice platform – gives you a true enterprise-grade
end-to-end CRM, ERP and analytics solutions that
break down silos and integrates your whole business.
Seize every opportunity to transform operations and
innovate business models with analytics and
insights available all across your organisation.
Our ability to model, adapt and customise your
implementation using standard business processes
that get you ‘to market’ faster.
From business processes
to business transformation
Microsoft Dynamics 365 is a cloud-based business
transformation solution that combines ERP and CRM
in one to overcome the challenge of siloed data,
and ultimately enhance the customer experience.
Designed to maximise both flexibility and extensibility,
Dynamics 365 is the natural next step in digital
business transformation.

Oakton

The best of all worlds
By combining CRM and ERP in one, Dynamics 365
is the ideal starting point for organisations looking
to embrace digital transformation. But it’s also a
modular, customisable suite of ERP and CRM tools
that easily scales with your business.
Dynamics 365 makes this possible with common
data services. Instead of your enterprise applications
being built on top of unique databases, Microsoft has
taken an integrated approach that lets you innovate
your deployment with real confidence. Common data
services also make it easier to integrate with
other apps – including Office 365 – and forms your
gateway to big data and the IoT.
And on top of the services operational benefits of
integration, the common data services allow us –
as your deployment partner – to deliver powerful
solutions at reduced cost, because we can apply what
we learn with each organisation to every other, making
an Oakton and Dynamics 365 partnership a great
option for taking the next step on your digitisation
journey.

Oakton and Microsoft Dynamics 365 | 3

DYNAMICALLY
TRANSFORMING THE
WAY YOU DO BUSINESS
Microsoft Dynamics 365 is more than the
sum of its parts. As a modular, scalable,
cloud-based solution, Dynamics 365 lets you
bring in new applications and capabilities
at the pace your business requires – and
integrate them almost instantly.

More dynamic sales and marketing

More dynamic customer service

More dynamic operations

Turn data into dollars with augmented
customer intelligence

Keep your customers longer by
keeping them engaged

Narrow the gap between planning and
action with real-time, data-driven insights

Customer and client data is complex – but the insights
you gather should be actionable and simple. Through
intuitive dashboards and automated sales processes,
you can discover more about your customers to run
more effective campaign, while you lower the time and
cost of delivering on their needs. And by putting these
tools in the hands of your sales and service teams,
you can inspire and motivate them to really focus on
meeting and exceeding their KPIs.

Be everywhere and everywhen your customers and
clients want you to be. Be more personal, and ensure
a consistent level of service everywhere from the
call centre to social media feeds – while giving your
agents the unified knowledge and intuitive tools they
need to resolve issues faster. Use powerful analytics to
anticipate customer and client needs before they need
to ask.

When everything you need is laid out before you,
it’s easy to turn data into decisions that will get your
operations humming organisation-wide. Connect
customer-service, sales, logistics and production,
and see opportunities to innovate and streamline
processes in a holistic, whole-of-business context. And
because it’s all in the cloud, you have access across
distance and device while being able to scale at will.
You can also integrate legacy systems even as you
accelerate business process improvements.

Dynamics 365 for Sales delivers:
• Actionable insights
• Personal engagement
• Simplified customer management
• A culture of sales success.

Oakton

Dynamics 365 for Customer Service delivers:
• Omni-channel engagement
• Self-service capabilities
• Agent enablement
• Unified knowledge
• Real digital intelligence.

Dynamics 365 for Operations delivers:
• Data-driven insights for finance
• Connected operations
• Exceptional customer experiences
• Powerful ERP tools as cloud services.
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More dynamic field service
Empower your field services teams
to get more done and do it better
Take service calls to the next level by optimising
fieldwork and anticipating service needs in real time.
With flexible scheduling between dispatch and field
agents, you can fit more appointments into any day,
while smarter contract management and visibility
means accurate billing that keeps your customers
and clients happy. Use IoT and predictive analytics to
improve responsiveness and reduce downtime. Manage
inventory with precision to ensure fieldworkers have
access to stock and assets. And bring it all together
on mobile devices so your team has more time to put
customers at the centre of everything they do.
Dynamics 365 for Field Service delivers:
• Optimised scheduling
• Predictive maintenance
• Contract management
• Inventory management
• Mobile productivity
• Connected Field Service for asset
management and maintenance.
Oakton

More dynamic project
service automation

More dynamic customer insights

Manage projects the smart way and with less effort

The customer journey has many touchpoints – which
is why Dynamics 365 gives you the ability to bring
disparate data silos together for a comprehensive,
end-to-end view of the relationship. It’s all brought
together with rich visualisation tools embedded in a
single dashboard, that gives you the ability to analyse
demographics, purchase history and interactions.
You can even spot when a customer is at risk and act
quickly to strengthen the relationship.

Make the most of every opportunity with automated
planning, scheduling, time-management, expense
management and analytics. Ensure the right people
are assigned to the right projects based on skills
and availability, and make it easy for sales project
managers to collaborate and make the most of every
opportunity to give customers what they want. And
streamline the business end of projects with simplified
updating of time sheets and expenses – all why realtime analytics make it easy to see and leverage trends
across your organisation.
Dynamics 365 for Project Service Automation delivers:
• Solution selling
• Project planning
• Resource scheduling
• Mobile productivity
• Time and expenses
• Service analytics.

Serve them better by understanding them better

Dynamics 365 for Customer Insights delivers:
• Gather customer insights
• Create visualisations
• Engage customers
• Monitor relationships
• Improve retention
• Target audiences with customer intelligence.
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More Dynamic Delivery
Enhancing Dynamics 365
with the Oakton Advantage
With so much possibility across a modular suite
of integrated applications, it makes great sense to
underpin the world’s best combination of CRM and ERP
tools with the most effective implementation partner.
Over the years Oakton has developed, in collaboration
with our customers, significant intellectual property in
the form of solution accelerators that can be utilised as
a foundation for any CRM or ERP deployments. These
accelerators enable our clients to increase the ‘time to
value’ through faster implementation with lower risk,
while still allowing the flexibility to design a solution
that meets your specific needs.
Oakton’s standard approach to developing and
deploying digital solutions is to use our tailored Agile
Scrum delivery methodology. We have enabled a
range of government and commercial organisations
to transition to agile project delivery and
demonstrated the value in applying agile frameworks.
Our approach allows you to gain early visibility of
progress via the demonstration and incremental
release to production of completed components of
the solution. This in turns helps prioritise outstanding
functionality and deliver features with the highest
business value in the shortest timeframe.
And supporting you into the future
Oakton’s can provide you with a full end-to-endservice delivering solution enablement, hosting and
on-going managed support through the simplicity of
a single service provider. Our managed services offers
can be scaled to meet your needs but can include:

Oakton

• Comprehensive service management
for delivery of support services
• Support underpinned by centres-of-excellence
established within the Oakton managed
services team
• Support for on-going changes and enhancements
• Support for managing Microsoft upgrades
and version releases
• Consolidated billing to for combined service.

The benefits of Oakton’s approach
to Dynamics 365
Greater flexibility of service
Scales to your business needs and enables with
the ability to ‘burst’ to peak demand.

‘IT MAKES GREAT
SENSE TO
UNDERPIN THE
WORLD’S BEST
COMBINATION
OF CRM AND ERP
TOOLS WITH THE
MOST EFFECTIVE
IMPLEMENTATION
PARTNER.’

Reduced time to market
Improves agility as your business needs change by
being able to be provisioned services much faster.
Lowers risk
Rapidly deliver actual working software which users
can constantly test to gain early visibility of the
solutions and reduce the risk of project failure.
Enhanced productivity
Provides an integrated solution and better access
to data allowing you to focus on high value business
functions that drive value.
Future peace of mind
Our on-going support services ensure that you’re
systems are working and will continue to support
you as the underlying technology platforms changes
over time.
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PUTTING OUR EXPERIENCE
TO WORK FOR YOU
Microsoft Dynamics 365 for case management
When it comes to customer relationship and case
management, time isn’t just money – it gets to the
heart of the customer experience. Resolving issues
quickly and seamlessly ensures your clients and
customers understand that they really are at the heart
of everything you do.
With extensive experience implementing Microsoft
Dynamics 365 as a case management tool, Oakton
can position you to deliver smarter case management,
sooner. Our understanding of common workflows and
processes – in areas like government, professional
services and higher education– means we can get you
up and running faster.
But that doesn’t mean your implementation will be
‘one size fits all’. Our breadth of experience allows
us to customise your solution specifically to your
business processes and – most importantly – your
customers’ expectations.
On top of getting you implemented faster, we’re
also able to draw from our existing ‘bag of tricks’
to reduce the costs of delivery.
Using Microsoft Dynamics 365 as a
cost-effective case management tool
• You can easily keep track of your customer requests
and issues by creating support cases. When a
customer contacts support with a question or
problem, you can quickly check for an existing case
or open a new case and start tracking the issue. As
well as escalate, reassign, or put cases back in the
service queue.
Oakton

• Before you provide support, you can also check
the customer’s entitlements. Entitlements tell you
what kind of support a customer is eligible for, and
if the terms are based on number of hours or cases,
support channel, or a product or service.
• There’s no need to open multiple web browsers to
manage multiple cases – everything you need is right
in front of you – with simple dashboards providing
a complete view of new, in-progress and completed
cases. And case-management flexibility is ensured by
allowing you to customise dashboards to the needs
of particular customer service teams.
• You can track issues efficiently and act on them
quickly with redesigned forms, a complete view of
customer touch points, a unified timeline of customer
interactions across channels, and an easy way to
search and interact with related records without
losing context.
• Rich knowledge articles allow you to cut call-handling
times to a minimum, while Dynamics 365’s new
knowledge management solution guides you through
the process of creating, reviewing and publishing rich
articles in the interactive service hub. It also provides
translation and versioning capabilities to support
knowledge lifecycles.
• You can also assign cases to CRM users or teams.
For more powerful automation and collaboration,
cases can also be added to queues, resulting in more
efficient case distribution and resolution.
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TURNING ASSETS INTO INSIGHTS
Microsoft Dynamics 365 for asset optimisation
Assets are no longer just assets – today, almost every
asset in your business represents a potential source
of data. And as the IoT becomes more important to
business operations, the way those assets talk to you
– and each other – will become critical in unveiling the
insights that lead to business process innovation, safer
work practices, better asset security and lower costs.
Historically, however – and even today – asset
maintenance can be either too reactive or too
inflexible. Either happening when something goes
wrong – leading to downtime, lost productivity and lost
revenue – or based on predefined schedules that lead
to unnecessary, inefficient maintenance costs.
To resolve this conundrum, Oakton have developed
a solution that combines analytics using IoT data
with Microsoft Dynamics 365, allowing you to
step up to a more flexible, productive and costeffective maintenance routine, embracing predictive
maintenance to ensure that your costs accurately
Oakton

reflect your actual needs. Analytics give you greater
visibility of the lifecycle of assets, while automated
maintenance scheduling, based on predictive insights,
prevents both downtime and unnecessary repairs. And
if something does escape your predictive lens, rapid
incident identification puts field services staff on the
scene at a moments notice.
Using Microsoft Dynamics 365 as a smarter
way to maintain and manage assets
We bring globally recognised experience to analytics,
machine learning and IoT. More importantly, we
understand the asset management landscape across
the board – from procurement to finance to ongoing
maintenance. This means we can take advantage of
the entire suite of Dynamics tools to provide complete
lifecycle management of all your assets, and how they
contribute to your whole business.

Expanding the possibilities through wearables
Of course, your people are your most important
asset – so it makes sense to manage and maintain
them even better than you maintain your technology.
Through the use of wearable devices, we can show
you how to use Dynamics 365 to help schedule
maintenance staff more flexibly to improve productivity
and workplace health and safety by reducing
workplace stress – as well as its associated costs.
Even better, you can integrate worker health data with
environmental factors like weather to help ensure
smooth, continuous operations in a range of forseen
and unforseen circumstances.
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CHANGING THE
WAY AUSTRALIA
DOES BUSINESS
Microsoft Dynamics
365 in industry
With applications that fit many different roles, industries
and businesses, Dynamics 365 is designed to be
tailored to specific industries and sub-industries. Even
better, because it’s modular, you can employ just those
applications you need – in the cloud – meaning you’re
not wasting operational expenditure on tools you don’t
use. And finally, because it’s a completely integrated
solution, you can always bring in more elements of
Dynamics 365 and they’ll work automatically with what
you already have in your business.
These industries give you just an example of
what Microsoft Dynamics 365 can do:

Commercial maintenance
Utilities
Agri-business
Superannuation funds
Wholesale warehousing
and distribution
Health and aged care

Oakton
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Dynamics 365 for
commercial maintenance
Of vehicles, equipment and other
mission-critical assets
The challenges you face
Businesses that rely on commercial fleets and assets
face ever greater impediments to maximum profitability
– including driver and operator morale, inefficiency
and the difficulties of cost-control. But perhaps most
difficult is balancing the need for identifying issues that
could cause downtime, with the cost-inefficiency of
unnecessary scheduled maintenance.
How Oakton and Dynamics 365 can help
Preventative maintenance is critical to profitability –
but it shouldn’t eat into your profitability. By combining
Dynamics’ Field Services, Operations and asset
management capabilities, coupled with IoT data
ingestion and predictive analytics utilising Power BI,
you can feel confident that maintenance is happening
when it’s needed – and not costing you when it isn’t.
While your field service team can take advantage of
integrated mobile applications for streamline inspection
and reporting when they’re out in the field.
Meaning your business benefits from:
• Reduced maintenance costs
• Less asset failure
• Reduced asset downtime
• More efficient field inspections.
Oakton

Dynamics 365 for utilities

Dynamics 365 for Agri-business

The power to keep things moving

Harvesting better business results

The challenges you face
The years ahead see the need for the utilities sector
to focus on infrastructure rejuvenation while at the
same time shining a light on efficiency in order to fund
growth. IoT will play a huge role, both as a source of
innovation and a source of information on consumer
trends – as well as keeping costly assets operating
seamlessly. Meanwhile, worker safety will continue to
be a factor.

The challenges you face
With seasonal fluctuations and the unpredictable
nature of climate change, risk management is at
the forefront of agri-business concerns. This means
keeping costs to a minimum in order to build a buffer
against risk, preventing downtime in regard to time
critical processes, as well as ensuring visibility of
assets and outputs.

How Oakton and Dynamics 365 can help
IoT data ingestion and predictive analytics utilising
Power BI can help schedule preventative maintenance
when its needed, while making critical predictions as to
demand on infrastructure. At the same time, wearable
technology will help monitor the health and safety
of remote maintenance workers and alert them to
potential risks
Meaning your business benefits from:
• Smarter load management
• Reduced maintenance costs
• Less asset failure
• Reduced asset downtime
• Fewer OH&S incidents.

How Oakton and Dynamics 365 can help
Keep assets in the field productive and time
critical processes on schedule through predictive
maintenance, by combing Dynamics Field Services,
Operations and asset management backed by IoT
data ingestion and predictive analytics utilising Power
BI. While maintenance workers are kept safer through
wearable technology that monitors their health and
safety, as well as using historical data to minimise the
likelihood of incidents.
Meaning your business benefits from:
• Cost reduction
• Less asset failure
• Reduced asset downtime
• Reduced wastage
• Fewer OH&S incidents.
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Dynamics 365 for superannuation funds
Keeping customers for longer
The challenges you face
As with the financial sector generally, customer
engagement is critical – and becoming more so as this
traditionally low-touch industry sees an increased in
self-managed super funds. As well as attracting new
members leaving other funds, all superannuation funds
need to deal with the issue of churn, or simply ‘going
with the flow’, as workers change funds automatically
to their new employers’ preferred provider instead of
their own.
How Oakton and Dynamics 365 can help
Dynamics 365’s CRM solution takes advantage of
Dynamics’ Service Management capabilities to better
manage and track customer service activity in your
business, helping enhance the customer experience.
You can also augment Dynamics’ CRM capabilities
through Sitecore and other digital channels to support
both self-service and sales for both upselling to current
members and new membership drives.
Meaning your business benefits from
• Improved customer engagement and retention
• Increased membership
• Increased revenue
• Reduced self-service derived costs.

Oakton

Dynamics 365 for wholesale
warehousing and distribution

Dynamics 365 for
health and aged care

The smart way to get from A to B

Meeting the needs of an aging population

The challenges you face
Faced with digital disruption from direct selling
online, wholesalers of consumer goods, industrial
machinery, electronics, food services and many more
industries are seeing the need for improved customer
engagement at the B2B level. Customers expect more
product options, better quality goods and immediate
availability – putting increased pressure on your supply
chain management (SCM) and inventory management
functions. Organisations that can meet these
expectations without interrupting business operations
can enjoy faster turnaround times, higher revenues and
improved customer satisfaction.

The challenges you face
As the complexity of aged care increases, facilities
are looking to improve quality of care and quality of
life without compromising clinical care. As a peoplecentred industry, managing costs with scale is critical,
while ensuring ongoing engagement with patients and
families can help make life better for the people in your
care.

How Oakton and Dynamics 365 can help
Dynamics 365 Distribution can tightly integrate supply
chain management functions into the heart of your
business, letting you operate at peak performance
across financial management, customer relationship
management, kitting and assembly and product data
management.
Meaning your business benefits from
• Reduced supply chain costs
• Improved customer satisfaction
• Increased revenues
• Reduced inventory costs.

How Oakton and Dynamics 365 can help
IoT has the potential to revolutionise patient health
and safety through the use of wearable and motion
detection technologies to monitor not just where they
are right now, but keeping medical conditions and
vital signs monitored in real time. While the use of
the Dynamics suite of collaboration tools can greatly
improve engagement between centre, patient and
family
Meaning your business benefits from
• Lower operational reduction
• Increased stakeholder advocacy driving revenue
• Improved quality of care.
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AUSTRALIAN
GOVERNMENT
DEPARTMENT
TRANSFORMS
THE CUSTOMER
EXPERIENCE
WHILE BUILDING
IN ONGOING
INNOVATION

An Oakton-Dynamics success story
Digital transformation is critical in government. So when
an Australian federal government department was
charged with increasing the productivity and global
competitiveness of Australian businesses, they knew
getting their CRM right was at the foundation of their
future success. The department faced the challenge of
siloed information, and the new system needed to let
the department more easily access customer data.
Driving innovation and the customer experience
Oakton delivered a highly secure, fit-for-purpose
enterprise cloud platform to manage a single view
of the department’s customers, driving greater
productivity and improving the customer experience.
The platform was built on Microsoft Dynamics, certified
by the Australian Signals Directorate for Unclassified
material.
On top of that, we were able to embed an agile
approach for ongoing development. This meant,
combined with our monthly live deployments into
production, if users suggested a good idea about how

Oakton

something can be improved, it can be turned around in
as little as four weeks. With around 800 users on the
platform, nearly one-third of the department logs in and
uses the system each day, recording more than 5000
customer interactions every month. The CRM also
integrated with business information provided by the
Australian Business Registry, synchronising the data
government holds about businesses and providing
access to over 5 million records for users of the CRM.
What a single view of customers means for Australia
The CRM implemented a ‘tell us once’ approach for
business interactions with the department which
reduced challenges experienced by Australian
businesses, including frustration expressed by
customers in repeating themselves. It also reduced the
time required to address their requirements by staff
and enable single business service to provide more
consistent and applicable service. With continuous
innovation capability built into the platform, businesses
will go on benefiting from future improvements for
many years to come.
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WHY OAKTON
FOR MICROSOFT
DYNAMICS 365
We’re a genuine player in the enterprise
space. Few other deployment specialists
have the depth, scope and end-to-end
experience to ensure a seamless
implementation at every stage.
Rapid deployment is made possible
through an implementation model based
on agile methods and standard business
accelerators that can be easily customised
to your business needs.
Oakton has already created a proven
body of experience with IoT, analytics and
machine learning. Which means we can
anticipate the next stage in your business
transformation journey – and bring it to life.
By bringing in Dimension Data’s networking
and mobile device management
capabilities, we’re uniquely positioned to
provide you a full end-to-end solution with
real and demonstrable experience having
already done it on the global stage.
Our solutions are underpinned by a
proven managed service model, providing
and delivering all the benefits of platformas-a-service.

To find out more about how we can help you
transform your business with a Microsoft Dynamics
365 deployment. Contact an Oakton Client Partner
in your state or visit the Oakton website
www.oakton.com.au
Oakton
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