
A Guide to Maximizing Value for 
Retail Operations 

Microsoft Dynamics 
365 for Retail 



2

Introduction 
Microsoft Dynamics 365 is a comprehensive business management solution developed 
by Microsoft. It’s designed to break down the traditional silos of ERP (Enterprise Resource 
Planning) and CRM (Customer Relationship Management) and bring all your business 
processes together so that your employees and customers can quickly and easily get the 
information they need. Dynamics 365 is a cloud-based solution that offers all the benefits 
of the cloud, such as easy scalability, cost-effectiveness, and business mobility. 

Dynamics 365 combines the functionalities of CRM and ERP systems to provide 
organizations with a unified platform for managing various aspects of their operations. It 
offers a range of business applications, each designed to address specific business needs 
such as sales, customer service, finance, field service, operations, marketing, and project 
service automation. Each application can be used independently or combined with others 
to tailor solutions to your business needs. 

The key features and capabilities of Dynamics 365 include sales and marketing automation, 
customer service management, financial management, supply chain management, and 
human resources management. These features enable businesses to automate and 
optimize their business processes, improve customer interactions, and make data-driven 
decisions. Dynamics 365 also integrates seamlessly with other Microsoft products such as 
Office 365, Power BI, and Azure, thereby providing a comprehensive and interconnected 
business solution. 

The integration of CRM and ERP systems provides a holistic view of business operations 
and customer interactions. It allows for seamless data flow between departments, ensuring 
everyone in the organization has access to the same, up-to-date information. This not only 
improves internal communication and collaboration but also enables businesses to provide 
a consistent and personalized customer experience across all touchpoints. By leveraging 
CRM and ERP systems, retail (both offline and online) businesses can better understand 
their customers, optimize resource allocation, and drive overall growth and profitability.
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Microsoft Dynamics 365 Commerce

Retail Operations 

Microsoft Dynamics 365 Commerce is a comprehensive solution for retail operations designed 
to streamline processes, integrate channels, and deliver a unified retail experience. One of the 
key use cases of this platform is in the management of retail operations. 

For instance, consider a large retail chain with multiple stores across different regions. Managing 
inventory, sales, and customer data can be a daunting task. With Dynamics 365 Commerce, the 
retail chain can centralize all these operations. The platform provides real-time inventory visibility, 
enabling the retailer to track stock levels across all stores and warehouses. This helps in making 
informed decisions about restocking and reducing instances of overstocking or understocking. 

Moreover, Dynamics 365 Commerce integrates seamlessly with point-of-sale (POS) systems. 
This means that every sale made at any store is instantly reflected in the system, providing real-
time sales data. This data can be used to analyze sales trends, identify best-selling products, 
and plan marketing strategies. The platform also offers advanced analytics capabilities, allowing 
retailers to gain insights into their operations and make data-driven decisions.
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E-commerce Management  

Another significant use case of Microsoft 
Dynamics 365 Commerce is in e-commerce 
management. In today’s digital age, having 
an online presence is crucial for any retail 
business. Dynamics 365 Commerce provides 
a robust platform for managing e-commerce 
operations. 

Take the example of a fashion retailer looking 
to expand its business online. With Dynamics 
365 Commerce, the retailer can easily set up 
an online store. The platform offers a range 
of customizable templates, making it easy to 
design a professional and attractive online 
store. 

Furthermore, Dynamics 365 Commerce 
integrates with various payment gateways, 
ensuring a smooth and secure checkout process 
for customers. The platform also supports multi-
currency and multi-language webstores, enabling 
businesses to cater to a global customer base. 

Managing online orders is also simplified 
with Dynamics 365 Commerce. The platform 
provides a centralized dashboard where 
retailers can track orders, process returns, and 
handle customer inquiries. Additionally, the 
platform’s analytics capabilities allow retailers 
to track key e-commerce metrics, such as 
conversion rates, average order value, and 
customer retention rate.

Personalized Shopping 
Experiences 

In the competitive retail industry, providing a 
personalized shopping experience can be a 
key differentiator. Microsoft Dynamics 365 
Commerce excels in this area, offering tools 
and features that enable retailers to deliver a 
personalized shopping experience. 

For example, a bookstore can use Dynamics 
365 Commerce to offer personalized 
recommendations to its customers. The 
platform’s machine learning algorithms 
analyze customer data, such as purchase 
and browsing history, to generate product 
recommendations. This not only enhances the 
shopping experience for customers but also 
increases the chances of additional sales. 

Dynamics 365 Commerce allows retailers to 
personalize their marketing campaigns. Retailers 
can segment their customer base based on various 
criteria, such as purchase history, demographics, 
and preferences, and target each segment with 
tailored marketing messages. 

Furthermore, the platform supports 
personalized promotions. Retailers can offer 
exclusive discounts or rewards to individual 
customers based on their shopping behavior. 
This not only drives customer loyalty but also 
increases sales.
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Microsoft Dynamics 365 Supply 
Chain Management

Inventory Management 

Microsoft Dynamics 365 Supply Chain Management is a powerful tool for managing inventory 
levels, automating replenishment processes, and analyzing inventory performance. For instance, 
a retail business can use this system to maintain real-time data on stock levels across multiple store 
locations and warehouses. The system can forecast demand patterns based on historical sales 
data and suggest optimal reorder quantities to avoid stockouts. This ensures that the business 
always has the right amount of stock on hand to meet customer demand, while minimizing the 
costs associated with holding excess inventory. Furthermore, the system can provide detailed 
cost analysis for each inventory item, supporting informed decision-making about pricing and 
procurement. 
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Warehouse Management 

In the context of warehouse management, 
Dynamics 365 Supply Chain Management can 
significantly enhance operational efficiency. 
It uses advanced algorithms to determine 
the best placement of goods within the 
warehouse, improving the efficiency of picking 
processes and reducing the time taken to 
fulfill orders. For example, a distribution center 
can automate put-away and pick tasks based 
on these algorithms, ensuring that items are 
always stored in the most optimal location. 
The system also supports barcode scanning, 
which ensures accurate order fulfillment and 
provides real-time updates on inventory levels. 
This real-time visibility across the warehouse 
floor enables managers to quickly identify and 
address any issues, such as bottlenecks or 
stock discrepancies. 

Production Planning 

Dynamics 365 Supply Chain Management plays 
a crucial role in production planning. It provides 
visibility into production orders, capacity 
constraints, and material availability, enabling 
manufacturers to create effective production 
schedules. For instance, a factory can use the 
system to generate production plans based on 
demand forecasts, ensuring that they always 
have sufficient capacity to meet customer orders. 
The system can optimize resource allocation, 
ensuring that each production line has the 
necessary materials and personnel to operate 
efficiently. Furthermore, it allows managers to 
track the progress of each production order 
in real-time, enabling them to quickly identify 
and address any delays or issues. The system 
integrates with the financial module, enabling 

 

the tracking of production costs against budgets 
and providing overall financial visibility for 
decision-making.
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Logistics and Finance  

Beyond these specific use cases, Dynamics 
365 Supply Chain Management can 
streamline logistics processes and provide 
financial insights. It integrates with carriers to 
manage transportation operations, optimize 
route planning, track shipments in real time, 
and provide automated documentation. 
For example, it can generate bills of lading, 
schedule carrier pickups, and calculate 
shipping costs. On the financial side, it 
supports budgeting for production processes 
and tracks expenses related to warehouse 
management. This comprehensive solution 
provides businesses with the tools they need 
to manage their supply chain effectively and 
efficiently.

With the platform’s financial management 
module, businesses can streamline 
procurement processes and improve 
cost management through effective, 
timely communications with suppliers and 
advanced analytics to prevent shortages of 
critical parts and raw materials. Firms can 
integrate financial software into fundamental 
processes and automate tasks to elevate 
efficiency, accommodate changing business 
structures, and optimize financial outcomes. 
Both operations and finance teams can work 
together to lower expenses and streamline 
expenditure across global business activities 
through automation, budget management, and 
financial planning. The solution helps improve 
overall business and financial health and foster 
expansion by utilizing AI-powered financial 
instruments for reporting and analytics. 
Businesses can also streamline regulatory 
reporting, digital invoicing, and international 
payments with the help of a guided, rule-based 
chart of accounts and a configuration service 
that requires no coding.
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Microsoft Dynamics 365 Customer Service

Case Management  

Microsoft Dynamics 365 Customer Service provides a robust case management system that 
allows businesses to effectively track, manage, and resolve customer issues. This system is 
designed to streamline the process of handling customer inquiries and complaints, ensuring 
that no case falls through the cracks. 

For instance, consider a scenario where a customer contacts a company about a defective 
product. The customer service representative can quickly create a new case in Dynamics 365, 
documenting all relevant details such as the customer’s information, the nature of the problem, 
and any steps taken to resolve the issue. This case can then be assigned to a specific team or 
individual for resolution. 

As the case progresses, all interactions, notes, and updates are tracked within the system. This 
ensures that anyone who accesses the case has a complete view of what has transpired, leading 
to more informed decision-making and consistent customer communication. Once the issue is 
resolved, the case is closed, but the information remains in the system for future reference. This 
comprehensive case management approach helps businesses improve customer satisfaction 
and build stronger relationships. 
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Omnichannel Support 

In today’s digital age, customers interact with businesses through various 
channels—email, social media, live chat, phone calls, and more. Microsoft 
Dynamics 365 Customer Service offers omnichannel support, enabling 
businesses to provide consistent and personalized service across all 
these channels. 

Take the example of a customer who initially sends an email about a 
product query. The customer service team responds to the query via 
email but also logs the interaction in Dynamics 365. Later, the same 
customer reaches out through social media with a follow-up question. 
The representative handling the social media account can access the 
customer’s history in Dynamics 365, view the previous interaction, and 
provide a consistent and informed response. 

This omnichannel approach ensures that customers receive seamless 
service, regardless of the channel they choose to use, and allows 
businesses to track customer interactions across all channels, providing 
valuable insights into customer behavior and preferences. 
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Customer Insights  

Understanding customers is key to providing excellent 
service, and this is where Microsoft Dynamics 365 Customer 
Service shines. It offers powerful customer insights and 
leverages AI and data analysis to provide businesses with 
a deep understanding of their customers. 

For example, a retail company can use Dynamics 365 
to analyze customer purchase history, feedback, and 
interactions across all channels. This data can reveal 
patterns and trends, such as which products are most 
popular, what common issues customers face, or how 
customers prefer to interact with the company. 

These insights can inform various aspects of the business. 
The company might decide to stock more of a popular 
product, implement changes to address common customer 
issues, or invest more in certain communication channels. 
By leveraging customer insights, businesses can make 
data-driven decisions that enhance customer satisfaction 
and drive growth. 



11

Dynamics 365 Business Central: A single 
platform for small and medium-sized 
businesses to connect retail operations 

Dynamics 365 Business Central is a 
comprehensive business management solution 
designed for small to mid-sized businesses. It 
provides robust capabilities for supply chain 
management, customer service, and commerce 
management that can significantly enhance the 
operations of retail businesses. 

Dynamics 365 Business Central is a more 
cost-effective alternative to the full Dynamics 

365 suite, particularly for small and medium-
sized businesses. The pricing for Business 
Central starts at $70 per user per month for the 
Essentials package and $100 per user per month 
for the Premium package. This is significantly 
lower compared to the full Dynamics 365 suite, 
where the Sales Enterprise package starts at 
$95 per user per month and the Sales Premium 
package is priced at $135 per user per month. 
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The cost-effectiveness of Business 
Central is not solely about the lower price 
point. It’s also about the value it delivers 
for the price. Business Central provides 
a comprehensive set of capabilities that 
are specifically designed for small and 
medium-sized businesses, including 
finance, sales, service, and operations 
management. This means businesses can 
get the functionality they need without 
paying for features they do not use. 
Moreover, Business Central is easy to 
use and integrates seamlessly with other 
Microsoft products, which can reduce 
training costs and increase productivity.

In addition, Business Central offers flexible 
licensing options, allowing businesses to add 
or remove users as needed. This can result 
in significant cost savings for businesses with 
fluctuating user needs. Furthermore, as a cloud-
based solution, Business Central eliminates the 
need for upfront hardware investments and 
ongoing maintenance costs, which can further 
contribute to its cost-effectiveness. 

Dynamics 365 Business Central supports both 
brick-and-mortar and online retail operations. It 
integrates with e-commerce platforms, allowing 
businesses to manage online and offline sales 
in a single system. The solution provides tools 
for managing product information, pricing, and 
promotions, ensuring accurate and consistent 
information across all sales channels. It supports 
multiple payment methods and currencies, 
facilitating global commerce. Additionally, it 
provides analytics and reporting capabilities, 
enabling businesses to track sales performance, 
identify trends, and make informed decisions.
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Business Central offers supply chain management capabilities that include a unified 
view of inventory, sales, and purchasing data, thereby enabling businesses to 
forecast demand accurately and manage inventory more effectively. It automates 
the ordering process, which reduces the risk of stockouts and overstocks and 
consequently improves cash flow. The solution supports warehouse management, 
facilitating efficient picking and packing processes, and ensuring timely delivery of 
products to customers. Moreover, it provides real-time visibility into the supply chain, 
allowing businesses to identify and address issues promptly, leading to improved 
supplier relationships and operational efficiency. 

Business Central provides tools for managing customer interactions across multiple 
channels, ensuring a consistent and personalized customer experience. It allows 
businesses to track customer interactions, preferences, and buying history, enabling 
them to anticipate customer needs and provide personalized service. The solution 
supports the management of sales opportunities, quotes, and orders, helping 
businesses to increase sales and improve customer satisfaction. Furthermore, it 
integrates with Microsoft 365, providing employees with familiar tools and seamless 
access to customer data, which can enhance productivity and collaboration. 

Overall, Dynamics 365 Business Central can help retail businesses to streamline 
operations, improve customer service, and drive growth.
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Summary 

In the complex landscape of the retail industry, an integrated solution for CRM and ERP such 
as Microsoft Dynamics 365 and Dynamics 365 Business Central is a strategic necessity. 
These comprehensive solutions offer a unified platform that breaks down traditional silos, 
streamlines operations, improves customer service, and drives growth. Dynamics 365’s cloud-
based architecture combines the functionalities of CRM and ERP systems, thereby providing a 
holistic view of business operations and customer interactions and enabling improved internal 
communication, collaboration, and data-driven decision-making. Its modular and scalable design 
allows businesses to start with what they need and add applications as their business grows. 

For small and medium-sized businesses, Dynamics 365 Business Central emerges as a cost-
effective alternative, providing robust capabilities tailored to their specific needs. It offers 
flexible licensing options, eliminates the need for upfront hardware investments, and integrates 
seamlessly with other Microsoft products. Whether managing brick-and-mortar or online 
retail operations, Business Central provides tools for managing product information, pricing, 
promotions, and customer interactions, ensuring a consistent and personalized customer 
experience. In conclusion, the future of retail lies in the successful adoption and implementation 
of such integrated systems, paving the way for a more connected, efficient, and customer-centric 
industry. 

Partner with VBeyond Digital to seamlessly deploy Dynamics 365 or 
Business Central 

As a trusted partner, VBeyond Digital brings a wealth of experience and expertise in implementing 
comprehensive business management solutions such as Dynamics 365 and Dynamics 365 
Business Central. Our team of experts will guide you through the process, ensuring a smooth 
transition and minimal disruption to your operations. Whether it’s managing retail operations, 
optimizing supply chain processes, or enhancing customer service, VBeyond Digital can 
customize Dynamics 365 or Business Central to your specific needs.

To learn more about our services or to request a consultation, please write to us at 
info@vbeyonddigital.com
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+1 908-359-8416            info@vbeyonddigital.com          www.vbeyonddigital.com

About VBeyond Digital

VBeyond Digital has established itself as a sturdy and supportive digital enablement partner 
to enterprises, SMBs, and startups. We work with businesses across industries and sizes to 
build powerful, optimized solutions focusing on digitization and automation of enterprise 
processes, instituting data-driven cultures with analytics and business intelligence systems, 
and modernizing IT infrastructure with technologies such as cloud, AI, and machine learning. 
Combining our expertise in strategic digital transformation with the most current talent in digital 
technology, software development, cloud, automation, security, analytics, DevOps, and more, we 
help organizations build future-ready, scalable, and competitive IT systems that drive innovation 
and growth. 
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