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TechTalk 

Series

• Implementation Resources – introduction (link)

• Channel Integration Framework 2.0 (link) 

• Samples and tools (link)

• Testing for Service (link)

• Analytics for Service 

Community Blogs | Microsoft Dynamics 365 Community

https://community.dynamics.com/blogs/post/?postid=af0f7d5e-8702-ef11-a1fd-7c1e5219011a
https://community.dynamics.com/blogs/post/?postid=6109e0bb-1a1a-ef11-9f89-000d3a4fa3e0
https://community.dynamics.com/blogs/post/?postid=8f923b5f-b834-ef11-8409-6045bdf01033
https://community.dynamics.com/blogs/post/?postid=c4d5c56e-3f48-ef11-a316-000d3a53ba84
https://community.dynamics.com/blogs/?blogid=e624b369-bfb9-4c57-8f1b-b3656ac91f5a


Agenda

• Initialization

• DCCP analytics

• Extending OOB analytics

• Extending Analytics – ALM

• Q&A



Dynamics 365 Customer Service
Implementation Optimization Resources

 aka.ms/d365csresources

http://aka.ms/d365csresources


Customer Service Implementation Resources

• Are these resources officially supported by Microsoft?
This is community content, offered “as-is” and not part of Microsoft products

Meant to be a starting point for you to implement your project

All code and solutions are starter samples for your implementation, not a final product

All samples, tutorials and guidance are in line with Microsoft’s best practices

• Can I contribute to these resources?
Some of the items will have a corresponding GitHub repo (e.g., code samples)

We’ll evaluate other forms of collaboration

• Can I submit my ideas for new resources?
Submit your suggestions in the Ideas portal

Leverage any FastTrack engagement you have on your project

https://experience.dynamics.com/ideas/


Initialization

Ashraf Omar



Build your strategy
Building Your Strategy - Before Kicking Off the Implementation and Initialization Phase

Broaden Your 

Analytics Vision

 Focus beyond call 

center & customer 

service.

 Include organizational 

stakeholders( 

management, sales, 

marketing teams…)

 Drive strategy with a 

company-wide vision.

Determine Key 

Performance 

Indicators (KPIs)

 Measure success with 

specific metrics.

 Examples: Average 

Handle Time, First-Call 

Resolution, Customer 

Satisfaction, Agent 

Productivity.

Best Practices for 

DCCP Analytics

 Start with out-of-the-

box capabilities.

 Identify gaps for early 

action.

 Determine necessary 

tools & skill sets for 

report expansion.

Align Reporting 

Strategy with 

Business Objectives

 Ensure reports are 

actionable and 

insightful.

 Use insights to improve 

call center 

performance.



Fit-Gap Analysis for Out-of-the-Box Reports and Dashboards
Building Your Strategy - Before Kicking Off the Implementation and Initialization Phase

Understand Out-of-

the-Box Capabilities

Start by comprehensively 

reviewing the existing 

reporting and dashboard 

features available in 

Dynamics DCCP 

analytics.

Perform Detailed Fit-

Gap Analysis

Conduct an in-depth 

analysis to identify 

discrepancies between 

the current capabilities 

and the specific 

reporting needs of your 

organization.

Explore Alternative 

Solutions

Consider customizing 

the out-of-the-box 

Reports to bridge the 

identified gaps.

Plan Capabilities and 

Costs

Early identification of 

gaps allows for better 

planning regarding the 

necessary capabilities 

and the associated costs 

to meet the 

organization’s DCCP 

analytics goals.



Overview of out-of-

the-box reports 

capabilities 

Ashraf Omar



Leveraging Historical Analytics in Omnichannel

Key Features:

• Average Handle Time

• First-call Resolution

• Agent Productivity

• Customer Satisfaction Scores



Omnichannel real-time analytics

Key Features:

• Real-Time Dashboard.

• Real-Time Monitoring and 
Interventions.

• Agent Performance Metrics.

• Conversation Management.



Historical analytics and real-time analytics

Realtime Analytics

• Provide live insights into ongoing contact 

center operations.

• Enable immediate adjustments and 

interventions for optimal performance.

• Help supervisors manage agent 

workload and queues effectively in real 

time.

• Examples: Live queue monitoring, agent 

availability, real-time alerts, ongoing 

customer interactions

Historical Analytics

• Analyze past performance data to identify trends 

and patterns.

• Help make strategic decisions for long-term 

improvements (by default supports 2 years 

historical data).

• Useful for evaluating agent performance, 

customer satisfaction, and overall operational 

efficiency over time.

• Examples: Average handle time, first-call 

resolution, agent productivity, customer 

satisfaction scores

Strategic Planning Immediate Action



Extend data models of 

historical and real-time 

analytics reports

Nuno Cruz



Why extend OOB Data Model

Need more 
detail, Control 
or flexibility

Industry or 
Regulator 

compliance

Attend to 
specific KPI

Integration 
with other 
systems



Prerequisites for Data Model customization

Admin 
Privileges

Customer 
Services

Power BI

Power BI Skills

Learn PBI

Power BI 
Professional or 

Premium 
license is 
required

TDS Endpoint 
must be 
Enabled

Enable 
Historical or / 
and Real time 

analytics
Enable real-time analytics

Enable  historical analytics

https://learn.microsoft.com/en-us/training/powerplatform/power-bi
https://learn.microsoft.com/en-us/power-platform/admin/settings-features#tds-endpoint
https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/enable-realtime-analytics-dashboard-administrator#manage-omnichannel-real-time-analytics-reports
https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/model-customize-reports?tabs=historicaldatamodelcustomization#enable-power-bi-data-model-customization


Provisioning Data Model

Connect to PBI Workspace

The Workspace gets the OOB Data model.

https://learn.microsoft.com/en-us/dynamics365/release-plan/2023wave1/service/dynamics365-customer-service/data-model-customization-omnichannel-real-time-analytics


Create a new report based on OOB Data Model

Using Power BI Desktop

Get Data > Power BI semantic models

Select one of the provisioned data models



Example of a OOB data model Available on PBI



Publish Custom Reporting

With our report already saved and publish 

from PBI Desktop, we can now add the report 

to Omnichannel sitemap 

Insights > Embedded Power BI extensibility - Data model  customization > Add report

Embed customized reports back to Dynamics 365

https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/model-customize-reports?tabs=historicaldatamodelcustomization#step-4-embed-customized-reports-back-to-dynamics-365


Visualize Custom Report

Customer Service Workspace > Customized Report > Custom Report Name





ALM for custom reports

Avanthi Hanumanula





Application lifecycle management for analytics on data model 

customizations

 Advantages of having ALM for custom reports is reducing overall deployment cycle

 The ALM utilizes

  Power Platform Build Tools export and import data 

 Custom PowerShell script to update report references.

 Detailed steps are provided in ALM for analytics on data model customizations - DCCP | Microsoft Learn

https://learn.microsoft.com/en-us/digital-contact-center-platform/guidance/analytics-alm-custom-reports


Resources



Additional resources

 Enable real-time analytics & Enable  historical analytics

 Learn PBI

 Enabled TDS

 Connect to PBI Workspace

 Embed customized reports back to dynamics 365

 Analytics ALM Custom Reports

 Dynamics-365-FastTrack-Implementation-Assets/Customer 

Service/Power-BI/ALM at master · microsoft/Dynamics-365-

FastTrack-Implementation-Assets · GitHub

https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/enable-realtime-analytics-dashboard-administrator#manage-omnichannel-real-time-analytics-reports
https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/model-customize-reports?tabs=historicaldatamodelcustomization#enable-power-bi-data-model-customization
https://learn.microsoft.com/en-us/training/powerplatform/power-bi
https://learn.microsoft.com/en-us/power-platform/admin/settings-features#tds-endpoint
https://learn.microsoft.com/en-us/dynamics365/release-plan/2023wave1/service/dynamics365-customer-service/data-model-customization-omnichannel-real-time-analytics
https://learn.microsoft.com/en-us/dynamics365/customer-service/administer/model-customize-reports?tabs=historicaldatamodelcustomization#step-4-embed-customized-reports-back-to-dynamics-365
https://learn.microsoft.com/en-us/dynamics365/guidance/resources/analytics-alm-custom-reports
https://github.com/microsoft/Dynamics-365-FastTrack-Implementation-Assets/tree/master/Customer%20Service/Power-BI/ALM
https://github.com/microsoft/Dynamics-365-FastTrack-Implementation-Assets/tree/master/Customer%20Service/Power-BI/ALM
https://github.com/microsoft/Dynamics-365-FastTrack-Implementation-Assets/tree/master/Customer%20Service/Power-BI/ALM


Let’s stay connected!

 FastTrack LinkedIn
 https://www.linkedin.com/company/fasttrackdynamics365/

 Dynamics 365 Community YouTube page
 https://www.youtube.com/@MSD365Community/

 Subscribe for upcoming TechTalk notification
 https://aka.ms/D365TechTalksSubscribe

https://www.linkedin.com/company/fasttrackdynamics365/
https://www.youtube.com/@MSD365Community/
https://aka.ms/D365TechTalksSubscribe


QUESTIONS
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Community Blogs | Microsoft Dynamics 365 Community

https://community.dynamics.com/blogs/?blogid=e624b369-bfb9-4c57-8f1b-b3656ac91f5a


Thank you!   

Dankie Faleminderit Shukran Chnorakaloutioun

Děkuji Tak Dank u Tänan

Hvala Blagodaria

Kiitos Merci Danke Ευχαριστώ 

Mahalo  . תודה Dhanyavād Köszönöm Takk Terima kasih Grazie 

감사합니다 Paldies Choukrane Ačiū

Баярлалаа Dziękuję Obrigado  

Благодарам

Mulţumesc Спасибо

Xвала Ďakujem Tack Nandri Kop khun Teşekkür ederim Дякую Diolch

Grazzi

A dank

Ngiyabonga

ありがとうございました

谢谢
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