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Commerce Overview



Dynamics 365 Commerce

Headless Commerce Engine
API driven engine enabling extensible, personalized, 

friction-free commerce experiences and integrated, 
optimized back-office operations.

Dynamics 365 -or- 3rd Party ERP

Headquarters
Manage a chain of stores as one enterprise. Control 

daily operations, track sales information and coordinate 
communications for every store in the chain. 

Dynamics 365

Commerce

Utilize Dynamics 365 Finance and Supply Chain Management to automate 

and modernize your finance and SCM operations or integrate with an existing 
provider.

Dynamics 365 Commerce delivers 
a complete omnichannel solution 
that unifies back-office, in-store, 

call center and e-commerce 
experiences to personalize 
customer engagement, increase 
employee productivity and 

optimize store operations.



Across Traditional and Emerging Channels

CALL CENTER
Rich order capture and 

processing capabilities in 

call center 

IN STORE
Store registers hosted across 

multi form factor devices

and platforms

DIGITAL COMMERCE
Globally accessible 

e-commerce storefront

CONVERSATIONAL
Performant runtime that supports 

real time requests in high 

throughput channels such as 
conversational commerce

SOCIAL
Integrate into emerging channels 

such as social media

MARKETPLACES
Integrate into traditional and 

emerging marketplaces

Dynamics 365

Commerce



Customer and Business Facing

STORE CLERK
Checkout flows managed by store 

worker on behalf of the shopper

CONSUMER/SHOPPER
End user experiences on web and 

mobile platforms

CUSTOMER SERVICE REP
Order assistance and sales flows 

managed by representative on 

behalf of the shopper

BOTS/VIRTUAL AGENTS
AI chat bots and virtual agents 

automate self-service scenarios

BUSINESS USER/BUYER
Business facing web and call 

center experiences

Dynamics 365

Commerce



TRADITIONAL

& EMERGING

CHANNELS

CUSTOMER

& BUSINESS

FACING

Delivering a Unified Commerce Solution

STORE CLERK

CONSUMER/SHOPPER

CUSTOMER SERVICE REP

BOTS/VIRTUAL AGENTS

BUSINESS USER/BUYER

Checkout flows managed by store worker on behalf of 
the shopper

End user experiences on web and 
mobile platforms

Order assistance and sales 
flows managed by 
representative on behalf of 

the shopper

AI chat bots and virtual agents 
automate self-service scenarios

Business facing web and call center experiences

IN STORE

SOCIAL

DIGITAL COMMERCE

MARKETPLACES

Store registers hosted across multi 
form factor devices and platforms

CALL CENTER
Rich order capture and processing 

capabilities in call center 

Globally accessible 
e-commerce storefront

Integrate into traditional and 
emerging marketplaces

Integrate into emerging channels 
such as social media

Performant runtime that supports real time requests in high 
throughput channels such as conversational commerce

CONVERSATIONAL

Dynamics 365

Commerce



Digital Commerce Overview



Microsoft Office 365
(140M UPVM)

Microsoft’s Marketing and Storefronts

Microsoft Store and Cart 
(160M UPVM)

Microsoft Home Page
(100M UPVM)

MSN
(8.4B UPVM)



Microsoft’s Storefronts - Scale

0.5B
Customers

Monthly

30B
Page Views

Monthly

0.5T
Assets

Monthly

0.5B
Customers

Monthly

30B
Page Views

Monthly

0.5T
Assets

Monthly



Dynamics 365 Commerce

Inventory 
Management

Analytics & 

Intelligence

Customer 

Management

Empowered

workforce

Call 
Center

Mobile 
commerce

e-CommerceKiosk

Unified 
payments

Brick-and-
mortar

Retail & 
Commerce

Merchandising

Order 

Management

Integrated end-to-end retail operations

E-Commerce, Mobile, Modern Store, 
with Omni-Channel payments & flows

Sealed, Extensible

Centralized management & visibility

Flexible – Cloud, Hybrid & On-Prem*

Unified 
payments

e-Commerce



Dynamics 365 for Retail

Retail Headquarters

Products

Loyalty

Promotions

Catalog

Employees

Channel mgmt

Assortments

Inventory availability

Order capture

Pricing

……

Customers

Inventory Mgmt Order Mgmt Procurement Supply Chain Warehousing HR/AP/AR/GL

Architecture Overview

External Services

Shipping

Tax

Gift card

Content 

Management 
System (CMS)

Site Builder

C1 Store Persona C2 Shopper C1 Admin Persona Existing Touchpoint New Touchpoint

Business Logic – Retail Server

Custom

Extensions

Merchandising 

– Catalog, 
Inventory

Pricing, 

Discounts, 

Promotions

Customer, 

loyalty

Employee,

Shifts

Order, Cart, 

Checkout, 

Wishlist

…

Commerce Runtime (CRT)

Modern POS Cloud POS

Surround 

Apps

Surround Apps 

Administration

Recommend

-ations

Ratings & 

reviews

Fraud 

Protection

Web Storefront



Customer Experiences
• Product search supporting auto-suggestion, 

paging, faceted filtering and sorting, removing 
stop words, smart sorting and search relevance

• Customer accounts using native log-ins, social ID 
log-ins and order history lookup

• Support for all major credit cards
• Integrated with Microsoft Fraud Protection
• Support for Adyen payment gateway out of the 

box and 3rd party payment gateways
• Customers can ship to address, BOPIS, BORIS and 

create split orders and shipping to multiple 
addresses

• Support for 1st and 3rd party gift cards
• Native loyalty programs, loyalty cards, card 

adjustments and card conflict resolution
• Support for wish lists
• Support for coupon codes and discounts
• Native ratings and review service with content 

moderation, spam and fraud detection and voting
• Adaptive responsive pages that scale for device 

and screen type
• Mobile optimized responsive web storefront



Authoring Experiences
• Rich content management capabilities
• Support for marketing pages
• Default product detail pages (PDP) and enriched PDP pages
• Digital asset management with image, video and binary

support
• Ability to create and manage layouts, templates and 

content fragments
• Simplified URL management supporting aliases and 

redirects
• Automated sitemap generation for marketing content and 

products
• Content publish groups to easily manage site updates
• Scheduled publishing for release groups, pages and assets
• Dependency viewer to easily identify interdependencies 

between content items
• SEO optimization with 1st and 3rd party tags, page and 

asset metadata, ability to render with multiple metatag 
types

• Fully integrated with Microsoft Accessibility Insights to 
ensure content is web accessible



Merchandizing Experiences
• Product variants, kits and service items
• Configurable product attributes
• Category and assortment management
• Multiple inventory valuation methods
• Flexible pricing with date-effective prices, category-

based prices, discounts (quantity, percentage, 
threshold and mix-and-match discounts) and shipping 
based promotions

• Centralized, currency, exchange-rate, tax and price 
management

• Payment method management
• Configurable types of charging (shipping, installation, 

etc.)
• Support for subscription-based sales
• Ability to manage tax rules and shipping providers 

and rates or connecting to 3rd party solutions for this 
data

• Native recommendation service using AI algorithms 
to deliver top, frequently bought together, people 
also bought and personalized product
recommendations

• Support for 3rd party clickstream analytics services



Platform Capabilities
• Conform to a wide range of privacy, compliance and 

accessibility standards
• GDPR compliance out-of-the-box
• Centralized back-office management portal
• Ability to manage multiple sites and brands
• Ability to localize and marketize website content at the 

site, page, asset, image level
• Backoffice and e-commerce extensibility allows for full 

customization of your business
• Data actions enable you to leverage external services to 

bring additional functionality to your website
• Utilizes the best of Microsoft technologies like Azure and 

CDS with the best of open source like React and Bootstrap
• Full SaaS solution running in Azure
• Deployment, servicing and support with multiple

environment types, express route support, zero 
downtime auto-updates, control freeze windows and 
24/7 support

• Security provide by encryption in transit and at rest and 
AAD integration

• Availability, reliability and performance monitoring tied to 
24x7 alerting and incident management

SOC 1

ISO 27001

SOC 2

ISO 27017 ISO 27018

PCI PA-DSS
HIPAA BAA

FERPA
Spain
ENS

Accessibility



Recent Feature Releases



Site authoring for marketers

• Drag and drop page design

• In-canvas text editing

• In-canvas media management

• In-canvas focal point, scale and rect 

adjustment for  images

• In-canvas color/style modifications

• In-canvas preview by device type

• Simplified list management

• Support for page item variations



Modern payment methods

• Enable order capture, cancelation and 

refunds for next-gen payment methods

• Enable payments using native PayPal 

connector

• Enable payment extensions via additional 

modern payment methods like Apple Pay, 

Google Pay, AliPay and more



Cloud powered search

• Bing for Commerce Product based search 

providing cloud scale and performance for 

product, customer and transaction 

searches with the following capabilities:

o Attribute based search

o Synonyms and spell check

o Auto-complete

o Relevance & Ranking

o Personalization

o Sponsored products

o Insights and analytics



New e-commerce modules

• Purchasing gift cards

• Support for kits

• Pop-up cart

• Color Picker in PDP 



Intelligent content experimentation

• Server-side experimentation enabled 

through Optimizely partnership

• Intuitive controls to create and manage 

experiments and content variants directly 

in the page editor

• Support for single and multi-variant 

experiments

• Enable experimentation on:

o Pages

o Slots

o Modules

o Lists

o Content Items

o Images





Upcoming Releases



Shop Similar Looks

• Provides product recommendations based 

on the product photos using the power of 

AI-ML. 

• Utilizes images of a seed product to then 

discover which other products in the 

catalog are visually similar 

• Provides “complete the look” 

recommendations, by pairing similar 

products across categories



Integration with Dynamics 365 Customer Service (Preview)

• Native integration with Dynamics 365 

Customer Service chat & Power Virtual 

Agents into eCommerce site 

• Starter content pack for Power Virtual 

Agents topics

• Headless Commerce API's integration

• Customer context and details passed to 

Omnichannel for Customer Service

• Enable Contact Center Agents to look up 

customer information using Commerce 

Call Center and act on customer's details 

and orders



Social Commerce (Preview)

• Enable seamless experiences in social 

media

o Facebook

o Instagram

o Facebook

o Pinterest

o WeChat

• Sell “through” with product listing 

integration

• Sell “in” with order management 

integration



Intelligent Content Targeting

• Utilize Customer Insights for customer 

segmentation

• Utilize in-canvas variation creation to 

define content for a segment

• Utilize click-steam analytics to monitor 

targeting campaigns

• Enable In-canvas targeting campaign 

creation and management

• Targeting supported for:
• Pages

• Slots

• Modules

• Lists

• Content Items

• Images

• Videos


