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Introduction 

Businesses today face unprecedented challenges and, at the same time, unprecedented opportunities. 

Rapid action, based on informed decisions, defines the agility required to win in a world where the pace 

of change is continually accelerating and the stakes are constantly growing. In 2008, Microsoft 

introduced a vision of “Dynamic Business” to describe a business positioned to truly thrive on change, 

capitalizing on new opportunities to grow stronger in an ever-shifting competitive landscape. Intuitively, 

business software should be a critical enabler, facilitating decisions and proactively driving change into 

practice. Too often today, this is an unfulfilled promise. Business software is often nothing more than a 

reactive tool, detecting problems instead of emerging trends, and with complexity in modification, 

slowing the ability of companies to make critically needed business process changes. Microsoft 

Dynamics is committed to a vision of software that fulfills this promise, evolving for a changing world to 

enable the dynamic business. 

People 

Historically, business applications first emerged as a mechanism for audit and then control. The 

systems were a vehicle to record transactions with financial impact, forming the basis to manage books 

and audit historical activity. Required approvals in the system introduced the capability for control. Only 

in selected cases, planning purchases in manufacturing resource planning (MRP) for example, was the 

system’s data harnessed for predictive optimization. At present, and into the future, although audit and 

control remain essential, the true potential of business applications lies in their ability to change from 

the backward-looking view on work already performed to the platform that enables all roles in the 

business to drive the most effective decisions and find the optimal path forward; to shift from a place 

where people record the work they’ve just completed to the tool that helps them figure out the most 

important thing to do next, and arms them with the best knowledge to approach that task. The key to 

moving from reactivity to proactivity lies in a deep understanding of the way people work, and reflecting 

that understanding in their software. Through its Microsoft Dynamics RoleTailored experience, 

Microsoft Dynamics makes a business more dynamic by empowering and enabling the productivity of its 

people. Fitting software to role — to how people do their work — and arming those people with 

business intelligence to drive better decisions is how Microsoft Dynamics drives productivity.  

Process 

Business software that understands the work that people do, the processes that they participate in, 

and provides consistent visibility of those processes and their effectiveness is at the heart of the 

transformation to the Dynamic Business. When business leaders confront change, they see it through a 

lens of the processes that need to adapt to a new set of requirements. When the business software 

itself becomes the system of record for cataloging and describing a business’s processes and not a set of 

documents on a shelf, and when that software enables instrumentation, measurement and analysis of 

those processes in the same way that individual transaction data is analyzed today, then that software 

has the power to change the rules about how quickly and effectively the business can respond to 

changing requirements. When this happens, then business software stops being a roadblock to change 
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and in fact becomes an enabler and accelerator of change. This is truly software powering the Dynamic 

Business. Microsoft Dynamics has led this innovation, building modeled workflows around the Microsoft 

.NET Windows Workflow Foundation today. Continuing to grow a more complete model of the people 

and processes in the Dynamic Business organization is a core component of the Microsoft Dynamics 

road map. 

Ecosystem 

Another dramatic opportunity emerges in the contrast between the isolating, inward focus of business 

applications today, bounded by the company’s firewalls, and the ever-expanding need for those 

companies to compete in an increasingly connected global landscape. For years, predictions of the 

efficiency of an end-to-end electronic supply chain remain unrealized. The business application of the 

future must enhance the connection and collaboration between companies and their customers, 

partners and suppliers. Microsoft Dynamics is already delivering broad customer value by linking to 

customers and suppliers, and together with the powerful Microsoft platform for federation and 

collaboration, it will continue to evolve to deliver on the promise of a truly connected business 

ecosystem. 

 

Microsoft Dynamics: Simplicity, Value, Innovation, Choice 

People, process and ecosystem are the pillars of the dynamic business. It is business software that can 

energize these pillars. To drive software more broadly and deeply into the business, it is critical that this 

software embrace three essential characteristics — simplicity, constant innovation and the power of 

choice. Complex software is too hard to implement, deploy, use and manage. Simplicity is the enabler 

that will allow the business to drive their business software solution to more users and more processes. 

A business software choice is a commitment that a business makes for at least a decade. Even if that 

software reflects the state of the art at selection, it must evolve continuously to continue delivering 

compelling benefits over its lifetime. At the same time, the business application must continuously 

deliver value in realizing productivity and efficiency to help maximize business opportunity. A model for 

constant innovation — both in the application itself and the entire technology platform that supports it 

— is an essential component of the Dynamic Business vision. Some businesses demand software 

delivered as a service and acquired on a subscription basis; others demand the increased control and 

flexibility of software owned and deployed on their premises. Over time, the capability differences of 

these models will disappear, their cost profiles will change and new models will emerge that treat the 

cloud as an additional tier to deliver even greater capability. A business should not have to choose its 

solution based on what deployment or acquisition model it supports; in fact, that business should be 

able to change those models as its needs and the relative capabilities of the models evolve. The power 

of choice, a single business solution that supports on-premises and cloud deployment, and evolution as 

customer needs change and software capabilities evolve, is a central commitment of the Microsoft 

Dynamics road map and an essential characteristic of software for the Dynamic Business.  
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Powering Your Business 

In 2009 Microsoft Dynamics introduced an Environmental Sustainability Dashboard. This is the first step 

toward the application empowering a business to visualize, measure and optimize along an entirely new 

dimension. A new module was also delivered for expense management, extending the power of 

software to new roles and functions within the business. These are clear examples of how software has 

improved a business’ ability to control and optimize core processes across finance, manufacturing and 

operations. Microsoft Dynamics will continue to evolve to be even simpler to use and more effective in 

those areas. Structurally, Microsoft Dynamics will also evolve to simplify extending the suite to new 

areas of the business, to support new and additional roles within the business, and to provide the 

platform for addressing new requirements, meeting new challenges and embracing new business 

models. For example, Microsoft Dynamics will build out new industry-specific capabilities for improved 

fit, and will grow to add the capability to cover horizontal processes across a broader part of the 

business. The structural evolution will allow customers to deploy the processes they need, where they 

need them, and won’t require deployment and implementation of an increasingly large monolithic 

solution — the model that is typically forced by large business application vendors today. 

 

Evolving With the Demands of the Dynamic Business 

Today’s Microsoft Dynamics has already moved beyond many of the limitations of legacy business 

applications, but clearly this is only the beginning. The future for Microsoft Dynamics products, 

customers and partners is bright. The remaining sections of this paper will drill beneath the surface of 

the themes introduced here, previewing the future of Microsoft Dynamics and the evolution of software 

for the Dynamic Business. These changes will not happen overnight, but represent a journey over 

multiple releases; a journey that Microsoft will take together with its customers and partners, delivering 

revolutionary results through an evolutionary process. Each new generation of Microsoft Dynamics 

solutions will deliver more value and more capability, with careful attention paid to enabling smooth 

upgrades and transitions from previous versions, and always moving customers toward the vision of a 

truly dynamic business. 
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People: Familiar, Desirable and Empowering User Experience 
In 2007, Microsoft Dynamics delivered the first example of the RoleTailored user experience. Based on 

thousands of hours of observing users in different job 

functions perform their daily work — inside and 

outside of their automation systems — the 

RoleTailored user experience broke new ground in 

approachability and ease of use by moving away from 

the “one size fits all” user experience to one that 

tailored the view, content and navigation each user 

saw to his or her specific job role.  

The Microsoft Dynamics RoleTailored experience also 

embeds four additional transformational 

components, taking usability beyond simply role-

focused navigation: 

 Process. Two central components of the RoleTailored user experience are the workflow task list and 

the document cues. Historically, business applications have been passive repositories of data. Users 

needed to know what work they had to do, and then they queried the system to find the 

appropriate documents or transactions to perform those tasks. In the RoleTailored user experience, 

the cues represent the logical “inbox” for the user, directly guiding them to the documents that are 

awaiting their attention. Each cue is a visual metaphor for documents such as invoices, purchase 

orders and requisitions in a particular status, pictured as an actual pile of paper as if it were lying on 

the user’s desktop. Cues provide the user with immediate visibility of the amount and type of work 

that needs to be done and helps them prioritize tasks. Once activities begin, workflows assign tasks 

to specific users or roles, and the workflow task list immediately shows the prioritized tasks that 

they have pending. The system has been transformed from a passive repository of data to an active 

guide prompting users toward their most important tasks.  

 Embedded Business Intelligence (BI). The Microsoft Dynamics RoleTailored user experience embeds 

reports, charts and relevant Key Performance Indicators (KPIs) directly in the application user 

experience, providing users with inline access to the information they need when they need it so 

that they can make better decisions more quickly. Historically, applications have delivered either 

fixed “canned” BI solutions or BI development toolkits. The former represent a least common 

denominator, never meeting the needs of any specific business, and the latter leaves companies 

stuck at the starting line, frozen facing an empty canvas and complex BI requirements. Microsoft 

Dynamics changes this, delivering BI that works out of the box, embedded directly in the 

RoleTailored application user experience, and changeable and extensible through simple models and 

rich tools in Microsoft Visual Studio, Microsoft Office Excel and Microsoft SQL Server. Layered on top 

of these capabilities, Microsoft Dynamics adds analytic and simulation tools targeted to financial 

users. Again, this represents a turning point, moving the system beyond a simple transaction 

recorder to an information provider that empowers user effectiveness and productivity. 
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 Context-appropriate actions. Documents are presented in the Action Pane, following the model of 

the Microsoft Office Ribbon. This provides familiarity for Office users, increasing the discoverability 

of actions appropriate for a given document in a given state. 

 Fact boxes and FastTabs. Business applications have always needed to present more data than can 

be effectively fit on the screen. The RoleTailored user experience introduces the concepts of fact 

boxes and dynamically collapsible bands, which dramatically increase the amount of data that can 

be presented, while at the same time improving readability. 

Finally, the RoleTailored experience has been introduced for a set of roles. In addition to enriching the 

experience, it will be extended to all user roles — including those involved with the customization, 

deployment and administration of the system.  

The RoleTailored user experience, however, is just the beginning of the Microsoft Dynamics journey to 

broadly empower users to be more productive and to make better, more informed decisions more 

quickly. The user experience road map for Microsoft Dynamics will drive advancement on multiple 

vectors over the coming releases empowering users and delivering an experience that excites and that is 

truly a pleasure to use. 

 Evolving from “role-tailored” to “context-aware.” Understanding a user’s role is just the first 

example of the system adapting to contextual cues to increase effectiveness. Microsoft Dynamics 

will grow to deliver a fully context-aware user experience. For example, some users’ work shifts 

dramatically at different phases of the fiscal period, or shifts based on the approach or passing of a 

new product introduction or campaign. Understanding these differences in the rhythm of the 

business, not just roles, drives evolution of the software to increase its effectiveness. 

Similarly, a user may access the system from a small-format portable device, a desktop machine or 

from a conference room equipped with a display wall. The system will automatically adapt to this 

contextual cue to take maximum advantage of the available device capabilities and be optimized 

seamlessly across three screens — small, medium and large.  

It is essential to note that these contextual cues are highly dynamic. If a user is looking at the system 

from a laptop and decides to connect to the display wall, the system should adapt dynamically to 

take advantage of the increased presentation area. If a new product ships and the product manager 

wants to shift his focus to the launch activities and results, the system should comply automatically. 

The description of display content and the context rules are completely modeled and declarative; an 

approach based on code customization will not be able to scale to the breadth of customer 

requirements and the need for agility. In addition, a common model for context-aware content will 

be authored from a single tool, regardless of the desired device that provides the customer 

experience. 
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 Delivering highly visual, task-specific user experiences and harnessing the Microsoft innovation in 

natural user interface technology. Historically, business applications have been highly form-based, 

with a large number of similarly designed forms. The consistency is a benefit, driving faster user 

learning and increased task efficiency. There are, however, a set of tasks that require analysis of 

large quantities of data or which affect a complex network of factors in the business. Task-specific, 

highly visual experiences are critical to enhancing user effectiveness in these situations. Consider the 

warehouse picking example shown here. The business application contains the history of picks from 

specific warehouse locations. Ideally, shipping 

pick frequency would be highly concentrated in 

the locations closest to the shipping dock — 

anything else means that warehouse workers 

have too much inefficient travel. It would be 

possible to look at a data grid displaying pick 

transactions sorted by location and discover 

where the problems were, but it would be 

extremely tedious, complicated and inefficient. 

Alternately, it would be possible to capture 

complex algorithms in code to detect these 

location inefficiencies, but this would likely 

require expensive customization to model the 

unique physical attributes of different warehouses. The visualization shown here takes the data that 

already exists, and through the hot spot located away from the dock, instantly informs the user that 

an exception exists. The blue spots near the dock rapidly identify possible locations to move the hot 

spot inventory to, and a graphical experience that provides drag-and-drop functionality makes the 

move transaction simple to capture and easy to execute. The combination of powerful visualization 

and a touch-based natural user interface empower the user to easily drive efficiencies that would 

have been at best extremely difficult. Touch is only one example of the Microsoft investment in 

natural user interfaces. For many roles, the work environment makes the use of mouse and 

keyboard impractical. Microsoft Dynamics harnesses natural user interface technology to allow 

workers in these roles to be more productive in a more intuitive fashion.  

 

Consider another example, illustrated at left. 

The visualization traces the demand for a 

specific inventoried raw material at the bottom 

of the chart upward into a set of stock orders 

to the left and customer orders to the right. For 

a scheduler dealing with a raw material 

shortage, the visual experience enables a 

combination of embedded optimization, 

solving with multiple strategies, for example 

“fill preferred customer orders first” or 
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“maximize profit.” The result provides an instant visualization of the impact on pending orders and 

dynamically updated BI showing the effect on relevant KPIs. The user is given the opportunity to test 

a set of “what if” scenarios combining manual solutions with those suggested by the embedded 

optimization engine, and to visualize the impacts of each solution on orders and KPIs before making 

a choice. The task-specific visualization, together with sophisticated optimization and embedded BI, 

enables the user to be dramatically more effective than in a conventional experience and to act 

with information and confidence. The application can also capture the selected strategy — for 

example: “fill preferred customer orders first” — and automatically link that to the shortage event 

that was being managed and the resulting change transactions. This enables later analysis on 

strategy choices and associated costs. Without the task-specific experience, connecting the 

shortage, the solution strategy and the resulting change transactions would have been highly 

manual and impractical to do consistently. The task-specific experience empowers the user, as well 

as enabling better intelligence about how the business is being run. 

Microsoft Dynamics will evolve to deliver a broad set of task-specific, highly visual experiences, 

balancing the unique requirements of each task with an appropriate level of consistency in 

navigation and layout to encourage familiarity. The Microsoft Dynamics platform will evolve to 

provide the tools and reusable components to efficiently develop these experiences both in the 

product and in customer and partner extensions. Today, they are simply too difficult to build for the 

tasks that require a high level of visual experience. 

Transform from primarily transaction input to information output. The examples above focused on 

visualization, but they reflect an even deeper transformation in the role of the business application. 

In both experiences above, the system provides information to the user who can then make an 

informed decision. The transaction to enact that decision is suggested by the system, and the act of 

entering the transaction is reduced to the minimum number of steps possible. The scheduler 

example goes even further, automatically capturing information that would be lost today, enabling 

future analytics with no additional steps by the user. The focus of the application has shifted from 

transaction entry and audit to user guidance, insight delivery and informed decision enablement. 

Too often today, users do their work outside the system, and when they are done, they still have the 

extra step of telling the system what they have done. For many scenarios, it is someone in another 

role that may use the system to gain information from those transactions. Enabling the system to 

guide users, simplify transactions and inform better decisions represents a defining premise of 

software for the Dynamic Business. 

 

Deeply embed communications and collaboration in the application. Today, through the unified 

communications platform, Microsoft Dynamics provides a presence indicator for every contact 

shown in the user experience. Combining the contact list typically visible to Microsoft Office 

Communicator with the full directory of customer, partner and vendor contacts known to Microsoft 

Dynamics, a Microsoft Dynamics user can immediately know the availability of anyone she is 

collaborating with on a document or process within Microsoft Dynamics. With a single click, he can 

initiate communications over e-mail or instant messaging (IM). Looking forward, this is only the 
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beginning of how Microsoft Dynamics can dramatically improve the business collaboration 

experience: 

 

o Accepting an incoming call from a customer or vendor triggers Microsoft Dynamics to bring 

up context-specific information related to the call, including a 360-degree view of the calling 

party shaped by the role of the call recipient, navigation to related documents, an area for 

call notes and a field for call disposition. 

o Click-to-communicate capabilities are extended to voice calls or, through PC-integrated 

cameras or unified conference stations, to video calls. 

o Application-driven provisioning and management of collaboration sites in SharePoint or 

Microsoft Office Live Meeting. 

o Capture of “calls” are automatically stored and linked to the related objects in the Microsoft 

Dynamics application; for example, the e-mail thread documenting the resolution of an 

invoice adjustment is linked to the supplier object or the invoice. 

o For appropriate areas of the business, BI and KPIs related to call volume, call statistics and 

call resolution are incorporated directly into the Microsoft Dynamics role center. 

  

Enhance productivity through machine learning. Microsoft Research continues to break new 

ground in machine learning. Microsoft Dynamics will drive the next level of user productivity 

through practical integration of this technology in the business application. The range of possibilities 

is endless, from automated recognition of faxed invoices to recognition of signals that might predict 

a supply shortage or intelligent factoring of the uncertainty in sales forecasts. The magic for 

Microsoft Dynamics will come through the seamless integration of this technology, providing 

guidance and prioritization while reducing steps for users. 

 

Design experiences for a new generation of users. We are on the leading edge of a generational 

change in the work force. For the first time, an entire generation of users that has grown up with 

computers will be in and leading the workplace. Having a population of users that is comfortable in a 

digital world is only the start. These users have grown up with Microsoft Windows and Microsoft 

Office, and will immediately be at home in the RoleTailored user experience of Microsoft Dynamics. 

An entirely different level of opportunity exists in the new ways of using computers that are 

emerging with this generation, a level that these users will simply expect. 

 

o Search is everywhere. An always-accessible search box is a start, but search today 

represents a different way of navigating than today’s typical business application. 

Today’s applications focus on queries and reports. These have fairly rigid structures that 

must be anticipated when they are implemented. Search technology, represented by 

the new Enterprise Search capabilities inside Microsoft SharePoint, has the ability to 

infer taxonomy dynamically from a less-structured query, and then give the user the 

power to navigate, slice and dice the data based on that taxonomy. 
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o Social networking is part of every experience. Show me what my peers and work group 

have been doing recently; show me what reports they are running; when I learn how to 

do something productive, give me a way to share it with them; etc. This is the 

experience that the new 

generation of users demands 

outside of work; it is the one that 

can help them drive new levels of 

productivity inside the workplace. 

 

o Today’s users multitask all the 

time. They expect status changes 

to update immediately on their 

screen, even when they are in the 

middle of another operation. In 

the past, user experience was 

optimized to focus on a single task. To maximize the potential of tomorrow’s user, 

Microsoft Dynamics will embrace their ability to multitask. The potential evolution of a 

budget workspace, shown above combines the concepts of search-driven data 

navigation, assumed multitasking and the integration of social computing concepts in a 

business scenario. 

 

o Today’s users are not afraid to experiment with software. They will click to try 

something far more quickly than previous users. Research has shown that the existence 

of a pervasive and reliable “back” button in the browser paradigm contributes 

significantly to this behavior — nothing that users might do is so bad that they can’t 

always hit “back” if they don’t like the result. “Back” or “edit/undo” are often complex 

to implement in business applications, but it is essential that this capability exist in 

Microsoft Dynamics to preserve the willingness to explore that is native to this new 

generation of users. 

 

o Rich visualization, quickly evolving to immersive virtual reality, is normal for tomorrow’s 

business users. Highly visual task-specific user experiences are the first step, but 

Microsoft Dynamics will deliver experiences found today only in gaming environments 

to drive new levels of productivity in selected areas. Consider a user trying to 

understand efficiency information around a production process — wouldn’t it be far 

more effective to see the data in the context of a real or virtual reality trip through the 

line? 

 

o Today’s users employ “tagging” to categorize what they work with on the computer — 

from songs to pictures to e-mail and beyond. This is a very powerful concept for 

business applications. In older applications, to apply logic to a group of items — say for 

example, a set of customers — it was common for the software to add a flag to the 
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customer record and hard code logic against that flag. A step forward would be to 

create a categorization capability, allow the user to “file” a customer in a category and 

then associate business logic with that category. Tomorrow, Microsoft Dynamics will 

allow users to “tag” objects in the software and apply declarative rules to the tags. 

Imagine being able to use the query capability to find a set of vendors, apply a tag to 

those vendors with a right-click of the mouse, and then express a new business rule that 

applied to any vendor with that tag. The flexibility to translate the user’s intent into the 

software with constructs that are simple and familiar without requiring coding is 

incredibly powerful. Of course, for compliance, it will also be necessary to ensure the 

visibility of rules and what they affect, and to allow automatic tagging of new objects 

that meet a condition, but this simple translation of a new computing paradigm will 

bring dramatic improvements to Microsoft Dynamics users. 

 

o Increasingly, users find the boundaries between work life and home life blurring. As this 

blended digital reality becomes the norm, users will demand that their systems give 

them increased control: What interrupts do I want when? When do I want my work 

calendar? When do I want my home calendar? When do I want to see them blended 

together? What does calendar sharing mean? Today, there are hard boundaries — see 

or share nothing or everything. Collaboration and communication will become more 

natural and more flexible, and building on the innovation in Microsoft’s core 

collaboration platforms, Microsoft Dynamics will always strive to give users the balance 

and control they demand in this increasingly blended digital world. 

 

o The Internet has changed users’ expectations about information access, transparency 

and reputation. They expect to rapidly find any information they need. Five years ago, a 

consumer with a question about the operation of an electronic device sat on hold 

waiting for a customer support person who might have the answer. Two years ago, the 

same consumer accessed the instruction manual for the device on the Internet. The 

new-generation user searches YouTube and finds a video of someone demonstrating 

the solution. (In fact, the evidence of the generational shift starts with the other 

YouTube user who chose to take the time to record, post and share the solution.) 

Wikipedia has reinforced the expectation of transparency about the source and quality 

of the information, and a blend of reputation services and community comments 

provides an essential filter that users demand and depend on. These new information 

consumers will also demand the same access and transparency from their business 

software. By surfacing business system information through the familiar interface of 

enterprise search, Microsoft Dynamics is already responding to the demand for access, 

and will continue to lead in delivering business solutions that respond to the access 

demands of the new user generation. 

 

Relentless focus on simplicity,discoverability, elegant design, fit and finish. Even as we look at the 

many ways in which the Microsoft Dynamics user experience will evolve to empower users through 
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new capabilities, it is essential to emphasize the ongoing relentless focus from design to delivery on 

simplicity, discoverability, design, fit and finish. Microsoft Dynamics starts from a leadership position 

in usability. The results have been clear: users who are easier to train, more productive and more 

effective. As our capabilities become even more advanced, we will also remain focused on the 

fundamentals to ensure that Microsoft Dynamics continues to define the cutting edge of user 

experience. 

Process: Adaptive, Rich and Industry-Leading 
Consider the example below, illustrating a simplified view of the Invoice Matching process — a basic 

business process that is core to any business. As described, when an invoice arrives from a supplier:  

1. An invoice document is created in the business application. 

2. An accounts payable (AP) worker compares the quantity, item, price and special charges against 

what was expected from the purchase order (PO). 

3. An AP user also compares the quantity, item, price and delivery timing against what was 

received from the inventory receipt. 

4. If everything matches, the invoice is approved for payment. If not, the discrepancies need to be 

researched and adjustments issued.  

 

The invoice match process is a small piece of a higher-level procure to pay process (often termed 

“req to check”), and the endpoints of the section described above here kick off other processes, 

such as researching discrepancies or actually creating the payment to the vendor. To put the 

simplification we’ve used in perspective, it is important to note that most invoices, POs and receipts 

include multiple lines. The vendor will often create the invoice based on the close of a period — for 

example, a monthly invoice. The lines on the invoice will have come from multiple purchase orders 

and may have been received in multiple shipments, perhaps even at multiple locations. Ordered 

items may be completely or partially back-ordered. Very quickly, the user has an invoice partially 

covering the lines from multiple purchase orders and multiple receipts — reconciliation becomes 

very complicated very fast. Some businesses add dimensions to the “match,” which only amplify the 

complexity: matching incoming quality control tests against agreed-upon standards, matching PO 

and invoice terms to a contract, or even tying vendor payment for a component to receipt of 
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customer payment for the finished product. As business processes and organizations evolve, the 

demands on the user to perform the job effectively and productively increase dramatically. 

 

Models. Today’s systems don’t include any model of the above or other business processes. They 

include transactions that are used at the endpoints of the process: create the invoice, approve the 

invoice for payment, for instance, but no representation for the process itself, for the work that the user 

needs to do in between the endpoints.  

Microsoft Dynamics today includes best-in-class functionality to take a set of invoices, POs and receipts 

and flag the invoice lines that match. With the RoleTailored user experience, Microsoft Dynamics has 

moved to the next level of user productivity by focusing the AP user on newly arrived invoices and the BI 

related to vendors, payables and potential discounts. Through the modeling of approval workflows, 

Microsoft Dynamics brings further productivity to the user by visualizing and prioritizing approval tasks 

through modeling based on Windows Workflow Foundation. Microsoft Dynamics can and will do more 

by centering the application on rich, declarative models of the business processes that drive people’s 

work. 

The discussion of importance of process models will continue when adaptability is addressed, but here 

the focus is on how those process models enable user empowerment and productivity. Consider again 

the invoice line that doesn’t match the inventory receipt.  

 Who does the AP person call first?  

 What level of discrepancy can be ignored?  

 What is the process for confirming an adjustment with the vendor?  

All of this work today happens completely outside the system — on the phone, on yellow sticky notes or 

over e-mail. The software does nothing to guide the user through these steps, nothing to enforce 

standard practices, nothing to measure operational costs, nothing to capture the communications and 

nothing to make progress visible until the final resolution is recorded. With business process models as 

an integral part of the application, all of this changes: 

 The system is able to guide users through their work and help prioritize tasks. 

 Processes can be standardized, instrumented and measured. 
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 The system becomes a tool to help drive process change. 

 Through the unified communications capabilities of the platform, communications related to a 

process can be captured and linked to the business transactions. 

 By capturing interim state on business objects as the users move through a process, the organization 

gains visibility in-flight. 

 The system can implement uniform models for delegation and escalation, ensuring consistent 

service levels when users are out of the office. 

This is just the beginning. With models of roles and process driving execution, the system for the first 

time has a picture of workload and can provide analytics around process efficiency linked with business 

transaction data. 

 Are customer cases evenly distributed across agents in a service center? 

 How much is the invoice matching process costing, and how much money is saved through the 

adjustments that are realized? 

 Is a different invoice matching process appropriate for some strategic vendors? 

The focus on business process represents one of the most profound changes in business applications. 

Through the RoleTailored user experience and approval workflows, Microsoft Dynamics has started on 

this journey, but we are only at the beginning. Business decision-makers view their businesses through a 

lens focused on their processes — it is how they measure efficiency and effectiveness, and how they 

frame optimization. Business application software that enables declarative modeling, instrumentation, 

measurement and simulation through that same lens can act as the accelerator to drive process change 

through the business. This represents a paradigm shift enabled by software. Through investment in the 

platform for process and collaboration, and innovation in the application, Microsoft Dynamics will 

continue to lead the charge into this new dimension of business productivity.  

Beyond Horizontal Capabilities. As software powers more and more of the dynamic business, it moves 

beyond those areas of the business that are horizontal into capabilities that clearly differ by industry and 

vertical market segment. An auto manufacturer and a soup manufacturer look at their general ledger in 

the same way, but have dramatically different needs for managing, costing and planning their 

manufacturing operations. Microsoft Dynamics combines a powerful core product with vertical 

extensions from a worldwide independent software vendor (ISV) ecosystem to deliver the broadest and 

deepest set of capabilities to customers, using the 

layered model diagrammed at right. 

At the base, Microsoft Dynamics starts with a 

powerful application core, addressing the 

functionality that is consistent across all 

businesses and adapted as necessary for 

geographic localization. Next, Microsoft Dynamics 

adds a library of industry layers, delivering the 

capabilities required for focus industries, 
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beginning with discrete and process manufacturing, retail, distribution, service and public sector. Given 

the capabilities of the industry layers, the ISV ecosystem has a software platform that enables them to 

effectively focus on delivering the specialized capabilities for a vertical industry. As the functionality is 

specialized, so too is language. For example, think of customer, client or patient, and the Microsoft 

Dynamics model-driven architecture enables the introduction of specialized terminology, with further 

support for localization of those terms. The layered model-driven Microsoft Dynamics architecture, 

together with a strong core product, library of rich industry layers, highly effective customization 

capabilities, and a powerful ISV and partner ecosystem, enables Microsoft Dynamics to deliver 

innovative software solutions to every area of the dynamic business. 

Ecosystem: Connected, Seamless and Vibrant  
Today’s business world is a connected one; people do not work alone, systems do not operate in 

isolation and businesses do not thrive without connection beyond their firewalls to their suppliers, 

customers, partners, prospects and the Internet. These points of collaboration are not a separate thing; 

to enable the dynamic business, they must be fully integrated into the application and to the models of 

business process. The functional evolution of the application to drive value around this increased 

connectivity is covered later in this document in the section “Software for the Entire Business.” Here we 

will introduce the capabilities that the Microsoft technology platform enables and the Microsoft 

Dynamics application delivers to make the connection between the dynamic business and its ecosystem 

a reality.  

Extend the RoleTailored Experience to customers, suppliers and partners. When a supplier becomes a 

first-class user of the business application, it is essential that its employees see a view of the system 

specifically tailored to their role: What new requests for proposal are coming for categories they supply 

in? What is the status of my current bids? Are there changes to the supplier code of conduct that I need 

to accept? What payments can I expect when? Bringing all of these functions into the system allows the 

supplier to find what they need immediately, saving them a call, fax or e-mail that they used to send, 

and which in turn needed to be answered by someone. The connection delivers immediate efficiency 

even without changing the underlying processes. It is clear that the benefits of a RoleTailored user 

experience, combined with security that helps ensure that users see only what they are entitled to see, 

are even more essential when we go outside the firewall to connect suppliers, customers and partners. 

These partner connections demand additional capability, which Microsoft Dynamics will supply: 

1. For connections to external partners, the dynamic business will require the ability to brand 

pages with their logo, colors and overall navigation. The layered models described in the 

architecture section earlier provide the capability to share a model for the page content, but 

overlay the theme specific to the business. 

2. The external partner is not a licensed user of the application, subject to an end-user license 

agreement, or an employee of the dynamic business, subject to employment rules. The software 

needs to manage a terms-of-use agreement, authored by the system owner, tracking signoff by 

each external partner. 
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3. Through federated identity management, the system provides for seamless and more secure 

authentication of the partner users, and perhaps more important, removing their access when 

they move out of their role at the partner company. 

4. For customer, vendor and partner users, the system will support a more explicit sharing model 

requiring intentional actions on the part of a dynamic business user to share business 

documents with an external user, and integrated support of digital rights management to 

provide more complete control over business information shared outside the business. 

Embed collaboration directly in the application. In the past, collaboration with customers, suppliers and 

partners happened outside the system. Transactions are recorded in the system, but the history of the 

communication leading up to or following the transaction is lost. Building on the Microsoft unified 

communications platform, Microsoft Dynamics will empower the dynamic business in these ways: 

 Enabling click-to-communicate functionality for fast access to external partners 

 Empowering caller ID-based access to partner information from the business system when calls 

arrive 

 Providing the ability to log communication — whether over e-mail, IM, voice or video — by saving it 

with a contextual link to the appropriate object or transaction in the business system for historical 

reference, as well as to metadata for communications analysis, and then managing the saved 

communications according to modeled document retention policies. 

Connection to the Internet. The Internet offers the dynamic business the ability to connect to 

prospective customers and suppliers, as well as a wealth of information and services. Through 

capabilities such as Microsoft Dynamics Online Sites, powered by Windows Azure, and connected to 

Microsoft Dynamics through the .NET Service Bus, the dynamic business system is seamlessly connected 

to the Internet. 

Linking connected supply chains. The promise of an electronically connected supply chain has been a 

goal since the arrival of the first modems. The ubiquitous availability of the Internet provides the 

technical possibility. Emerging critical problems, such as the tracking of environmental impacts as a 

product moves from manufacture to distribution to customer and eventual disposal, or tracing food and 

pharmaceutical recalls in a fast-moving society, provide the compelling necessity. Windows Azure, with 

its scale and global availability, delivers the hub to connect these scenarios. Microsoft Dynamics will 

complete the connection, enabling these scenarios as an integral part of the business application suite 

for the dynamic business. 

Bridging to social networks. Social networks are rapidly emerging as an enormous potential resource 

for businesses, filled with trend signals and reputation data. Connecting the business system to social 

networks provides the ability to understand and even anticipate issues and opportunities sooner, 

enabling more rapid response. Rapid adaptability is the core of the dynamic business. Software that can 

be changed quickly and efficiently is essential; understanding signals earlier can make all the difference. 
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Microsoft Dynamics connections to social networks, and the analytic capabilities of the Microsoft 

Application Platform, starting with today’s Microsoft Dynamics CRM connection to Twitter, will bring 

these advanced signals directly into the dynamic business. 

Microsoft Dynamics will connect the Dynamic Business to its ecosystem, powering seamless processes 

across customers, suppliers, partners and the digital economy of the Internet and social networking. 

Software for the Entire Dynamic Business 
In previous sections, we have examined several change vectors that will transform how users customize, 

deploy, manage and experience the applications to unleash new competitive advantage in a changing 

business world. But how will the applications themselves evolve? What new capabilities will be brought 

to roles currently using the system? What new aspects of the business will be changed through 

software? How, through this evolution, will the power of software enable every aspect of a business to 

become more dynamic? To answer these questions, the path to the Dynamic Business looks at three 

critical axes of change: 

 An evolutionary model for business application capability 

 Growing from the center to embrace and empower the edges 

 Changing software for a changing business environment 

Each of these reflects an important dimension of how the Microsoft Dynamics business application suite 

has been and will continue to evolve, and we will examine each in turn. 
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An Evolutionary Model For Business Application Capability. Historically, as business applications have 

addressed new functional areas within the business, they have evolved in a consistent way. That 

evolution reflects a simple pattern: The software delivers increasingly rich functionality, but more 

important, transitions from a backward-looking audit view (“What have I done?”) to a forward-looking, 

strategic view (“What can I do?” or even “What should I do?” or “What if I do?”). This evolution has 

been consistent across the basic core functional areas, for example, inventory management and core 

financial management, and we can expect it to hold for newer areas of the application suite as well. The 

growth is a natural one, requiring the software to implement increasingly sophisticated models of the 

business and users to develop increasing trust in the software. As we look forward, Microsoft Dynamics 

will focus on delivering the same pattern of evolving sophistication — illustrated in the graphic using 

inventory management as an example — for each role in the business, enabling every user to establish 

control, understand capability and optimize for success. As each area of Microsoft Dynamics moves from 

passive recording to active optimization, the software becomes a more critical enabler for business 

success.  
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Growing from the center to embrace and empower the edges. In the same way that applications have 

evolved from record keeping to optimization, they have also followed a pattern of user engagement, 

beginning with a central set of core transactional users and moving outward. At each level, the business 

software delivers more value and becomes a more critical component of the business. The Microsoft 

Dynamics road map anticipates the continued effects of this pattern, and drives both technology 

solutions and application functionality to track and lead this trend. In the section on Ecosystem, the 

concept of “connected” 

was discussed — the 

reflection of the technology 

evolution needed to reach 

these new layers of users. 

Now, the application 

functionality that 

empowers those users is 

discussed. 

The graphic above illustrates the pattern for this discussion. Consider the human resources (HR) 

functionality of the business application suite as an example. Initially, the domain of this application was 

HR administrators — a small set of core users recording transactions: new employees, terminations, 

salary changes, etc. From here, the applications evolved to add functionality for employee end users: 

self-service support for reviewing changes to their records, adjusting tax information and selecting 

benefits. The new capabilities made the HR administrators more efficient by offloading tasks that 

previously had come to them and empowered the employee end users with better access to 

information that was important to them. As the applications add processes, such as new employee on-

boarding in this same model, they help businesses move forward more efficiently and with greater 

operational consistency. Next, applications extend their reach even further, connecting businesses to 

their external customers, vendors and partners. Following the HR example, this means direct visiblity of 

opportunities, agreements, staffing and billing shared with contract labor providers. This in turn enables 

more dynamic response to changing business needs, and greater efficiency by providing direct access to 

information that formerly resulted in servicing phone calls from the vendor. The connected application 

can reach even further than existing partners, connecting the Dynamic Business to the Internet and to 

community and crowd sentiment through social networks. Again, following the HR example, a Dynamic 

Business can do the following: 

 Post available positions to its public Web site, capture information about interested candidates 

directly into the business application and immediately trigger hiring workflows. This capability of 

“landing pages” on the Internet has been pioneered through the software-plus-service innovations 

in Microsoft Dynamics today, increasing efficiency and control starting immediately from the first 

point of contact. 

 Understand public perception of, for instance, what it’s like to work at that company or to how a 

particular opportunity is perceived, by mining social networks such as Twitter to measure crowd 

perception. Microsoft Dynamics, again, has led with innovation here through the connection from 



 

 
S o f t w a r e  E n a b l i n g  t h e  D y n a m i c  B u s i n e s s     - 2 0 -  

Microsoft Dynamics CRM to Twitter. The Dynamic Business can use this information to understand 

perception in real time, identify things that need to be changed and adjust messaging for maximum 

effectiveness. 

For every area of the business application, pushing capability that moves from addressing only a limited 

number of core users to including the employee end user, the connected partner, the Internet and social 

networks brings more and more users into the system. Certainly this drives growth for Microsoft 

Dynamics — research has shown that typically only 15 percent to 20 percent of the employees within a 

company are licensed to use the business application suite today. Connecting this broader user 

population will require a combination of new business intelligence and functionality meeting the job 

needs of new roles, together with the addition of capability to achieve reach through mobile and 

specialized devices and SharePoint composition. Expanding penetration is a clear vector for growth, 

both for the Microsoft Dynamics product and the partner ecosystem, but even more important, it is a 

clear path to add value and efficiency for the customer, making every role and every person in the 

business more efficient, more controlled, more informed and more adaptive — in short, creating a more 

dynamic business.  

Changing software for a changing business environment. The third principal vector driving application 

evolution is the emergence of new business practices and new business imperatives. Shared services is 

an excellent illustration. Historically, business application users performed tasks within a unit of the 

business; a purchasing manager approves purchase orders within the hierarchical area of the business, 

for instance. In the last 10 years, purchasing business practices have evolved. Rather than duplicate 

purchasing capability in every division of a business, best practices have evolved around consolidating 

purchasing teams into a single group that delivers a shared purchasing service across the entire 

business. From a business perspective, this enables efficiency, better ability to tap the greatest expertise 

and better capability to drive consistency and rapid response to change. From the software view, 

applications had to evolve to support the shared service structure, allowing those users visiblity of 

appropriate information across business units, approval mechanisms not linked directly to monolithic 

organizational hierarchies and the ability to properly connect transactions to different segments of the 

business. Microsoft Dynamics has invested to support extremely flexible models of organizational 

structure, with explicity capabilities introduced to optimize shared services best practices. Without 

these capabilities, the business software would constrain a business’s ability to work in this centralized 

manner; with them, the software enhances the dynamic business’s ability to change. 

 

Shared services is one example of the connection between great business software and successful 

adaptation of best practices and successful response to changing conditions.  

  

 The past 10 years have seen a dramatic increase in outsourcing. From a business software 

perspective, this has been one driver for the increasing investment in Web service interfaces for 

integration, and will continue to be reflected in the evolution toward greater service orientation. 

Logically, if a business function has moved to an outsourced partner, the software should be able to 

parallel this change by connecting the rest of the application to the service supporting the 
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outsourced function in the partner’s systems. Microsoft Dynamics has invested broadly in Web 

services, delivering industry-leading ability to support integration with trading partner systems. The 

Microsoft Dynamics road map continues to drive the evolution toward service orientation within the 

application. Combined with deep investments in federated identity across organizations in the 

Microsoft Application Platform, Microsoft Dynamics is positioned to uniquely enable the dynamic 

business to leverage outsourcing to the fullest extent and stay competitive. 

 

 The last 10 years has also seen a dramatic acceleration in mergers, acquisitions and business 

consolidations. Associated with these transactions, businesses immediately face the challenge of 

how to bring their systems together. Beyond integration, it is essential that a business be able to 

maintain clarity of performance and goals, without their critical metrics being compromised or 

confused as information, people and systems are combined. Typically, business applications have 

understood and modeled a single, current image of how the business is structured. In that world, 

the business completing an acquisition can choose to reflect the merger and see combined results, 

or choose to keep systems separate and see results aligned with the historical organization 

structure. The rigid business systems of the past make it incredibly difficult to choose the integrated 

view, but maintain the ability to see “what if” models that isolate results for how business unit 

metrics would have looked without the combination. Microsoft Dynamics has invested in rich 

capability to model organizations that will ensure that the dynamic business can naturally match its 

real structure in the software’s view, and keep alternative structures to provide effective analytics 

across periods of dramatic change in the business structure.  

This discussion has now covered how today’s prevalent business trends demand innovation from 

business application software, and how Microsoft Dynamics has invested to help business thrive in the 

context of those trends. What is the next wave of business changes that will demand corresponding 

software evolution? First, it is important to start from the perspective that this is unlikely to be a 

complete list. It is known that change is a constant. Add to that change is likely to continue to 

accelerate. It is unlikely, however, that anyone can come up with an exhaustive list of what will change. 

The section below outlines important change vectors that will define success for businesses in the next 

decade, and points to the components of the Microsoft Dynamics road map that will let Microsoft 

Dynamics software empower businesses to thrive in the context of those changes. It is essential, 

however, to understand that the focus on model-driven software with models that naturally reflect the 

real attributes of the business, and in particular, its processes, effective customization and embedded BI 

about both transactions and process efficiency, will also be the differentiator in enabling the Microsoft 

Dynamics customer to respond to the change that is not anticipated.  

Against that background, what are the essential changes in the business world that will demand 

accompanying software innovation? 

Increasing business disaggregation and specialization. The trend toward specialization in business — 

focusing on a small number of core capabilities where a business can build differentiable advantage — 

continues. This takes outsourcing to the next level — instead of basically being a single, integrated 

business and potentially outsourcing one non-core process, the end state here is nearly virtual 
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companies composed of one “in-source” area of differentiation with an aggregation of other outsourced 

capabilities. The outsourced service providers invest and specialize to become leaders in that service 

that wasn’t core for the original business. UPS is a classic example, investing to excel and differentiate in 

logistics and distribution to a level that other companies could not match internally. Retailers turn their 

distribution over to UPS, outsourcing something that was not their core function to a specialist that can 

deliver a better service more cost effectively. Still, the retailers demand a system view that lets them see 

their entire business from source to end customer (and back for returns) with the same level of 

integration they had before the change. As this disaggregation accelerates — to the limit of the truly 

virtual company — the disaggregation of the software in parallel to a full service oriented architecture is 

essential. This is the Microsoft Dynamics road map. 

Flexible work schedules: mobile workers, part-time workers and micro-work. A changing population of 

workers is entering the work force. A significant segment are not full-time workers, stationed in a single 

commerical location. Increasingly, mobile and home office workers are the rule more than the 

exception, and to suit both the needs of the worker and the business, there is a growing reliance on 

part-time workers. JetBlue Airways’ adoption of an entirely part-time, work-from-home reservations and 

customer service work force is a celebrated example of this innovation. Software must seamlessly work 

across firewalls and basic Internet connections, have zero impact deployment on remote client 

machines, and support the concept — both from a model and licensing perspective — that part-time 

employees are critical enablers for a dynamic business to thrive in this environment. The Microsoft 

Dynamics road map embraces all of these capabilities. 

Focus on environmental and social responsibilty. President Bill Clinton reportedly kept a sign in his 

campaign headquarters that said “The economy, stupid.” Increasingly, today’s business leaders are 

turning to one that says “Our only planet, stupid.” Many of them are recognizing that they can build 

competitive advantage by being environmentally responsible and letting their consumers know it. Wal-

Mart replaced display lighting in its stores with LED lighting, resulting in lower energy usage, reduced 

heat generation and resulting cost savings, while at the same time offering a better quality of light on 

displayed products. Procter & Gamble has introduced Tide Coldwater, a detergent designed to wash 

more clothes more effectively in cold water. Although the principal environmental and cost savings here 

benefit the consumer, the differentiated product is a competitive advantage for Procter & Gamble. 

There is no question that a wealth of opportunities exist today for businesses to achieve win-win 

situations where an environmentally responsible action results in both cost savings and competitive 

advantage. For the long-term protection of our planet’s ability to thrive, however, this will not be 

enough. Regulations will emerge that require businesses to track and improve their environmental 

impact. Environmental results will be audited tomorrow the same way that financial results are audited 

today.  

The imperative will move beyond a business’s impact on the environment to include the social impacts 

on areas where those same businesses produce, sell and retire products. Increasingly, this will require 

businesses to move beyond the simple win-win solutions described above to much more complex 

choices. Daniel Coleman, in his book “Ecological Intelligence,” cites the comparison of a bottle of 

California chardonnay and a bottle of French Bordeaux sold in Boston. The simple assumption is the 
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more local, the better. But in fact, the transportation impact on the environment is higher for the 

domestic wine, shipped by truck, than the import, which travels by boat. A discipline called life-cycle 

assessment (LCA) focuses on developing rational and complete models for making informed decisions 

that reflect environmental and social impacts. Intelligent legislation will demand solid, auditable 

information. Surfacing information to consumers about these impacts, in the same way that information 

on appliance energy usage or nutrition is provided to 

consumers today, will demand the same.  

Software must emerge to enable dynamic businesses 

to respond to the environmental imperative by 

empowering informed decisions and supporting 

regulatory compliance as those laws emerge. 

Microsoft Dynamics has already demonstrated 

leadership with the introduction of the 

Environmental Sustainability Dashboard. The 

Microsoft Dynamics road map will continue to drive 

this innovation, bringing LCA concepts into the 

application models, and providing the right 

measurement and key performance indicators to empower environmental reporting and decision-

making. Meeting this challenge will go beyond Microsoft Dynamics systems working on behalf of a single 

company. Understanding environmental and social impacts of products requires a complete view 

including the raw materials that go into a product, the manufacturing process, delivery to the retailer 

and the customer, usage by the customer, and eventually the recycling or retirement of the product. 

Microsoft and Microsoft Dynamics, with their investments in software plus services, is uniquely 

positioned to deliver solutions that connect and share information across the supply chain and into the 

home to position the dynamic business for environmental leadership. 

In today’s accelerated global economy, the same technology that links the supply chain to empower 

environmental responsibility is also critically necessary to manage health and safety recalls as well. The 

best of today’s business applications support recalls within the part of a business managed in a single-

system instance. We should be able to trace backward from a suspect product to its raw materials and 

production facilities, and forward again to the other at-risk products, informing retailers down to the 

point of sale to pull product from shelves and block further sales, and even out to the consumer based 

on purchase history — with information captured today for loyalty programs — with the same software-

plus-service capabilities described above. As what we should do becomes what we must do, the 

software-plus-services solutions from Microsoft Dynamics will empower the dynamic business to thrive. 

Finding, winning, servicing and nurturing customers in a more competitive world. In a simpler time, a 

business dealt primarily with a set of local, relatively similar competitors. Today, in a connected, global 

economy, someone half a world away can target your customers. A midmarket retailer may be 

competing with global giants, and everyone competes with complete online competitors that are only a 

click and an express shipment away. Dynamic businesses must fight harder to find, win and continuously 
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thrill their customers, and Microsoft Dynamics, extended with cloud-based services, will continuously 

innovate and strive to give them the tools they need. 

 Integrate with and mine data from social networks. Finding trends in social network traffic enables 

a dynamic business to spot the next opportunity. Actively mining for reputation information in social 

networks and on the Web provides awareness about how a business is perceived, and fuels the right 

decisions to preserve or improve that perception. Bringing all of this information into the right 

RoleTailored user experience, informs the right people inside the dynamic business, allowing them 

to act more effectively. 

 

 Optimize advertising to reach the right prospects with the right message. Advertising remains a 

critical component of reaching prospective customers. Regardless of the delivery vehicle, targeting 

ads to the best match of prospects; matching advertising and promotions to product inventory, cost 

and sales rates; and optimizing and measuring the balance between different advertising options 

are critical to driving efficiency and results. Much of the information needed to craft these strategies 

lives in the business sytem. Connecting Microsoft Dynamics to advertising engines, and bringing 

visibility of ad choices and effectiveness to the appropriate RoleTailored user experience provides 

the opportunity to further improve the agility and effectiveness of the dynamic business. 

 

 Deliver thrilling after-purchase experience. Imagine that for every appliance or electronic product 

you purchased — whether online or at a brick-and-mortar retailer, you could instantly access the 

information about when and where you bought it, the warranty service provider’s contact 

information and warranty expiration date, the product documentation, and the ability to order 

replacement parts. Imagine, as well, that you could provide and maintain your contact information 

and default selections just once for merchants and their partners. This is the kind of experience that 

can thrill customers and drive loyalty. More important, the customer connection point needs to be a 

cloud-based service to reach its full potential; consumers want to go to one place for everything, not 

one place for each manufacturer or merchant. The business application for the dynamic business 

should integrate with the cloud to supply the necessary product and transaction information, and 

can mine the information in the cloud to inform better targeted marketing, cross-selling and 

customer feedback. 

 

 Empower the service economy. An increasing segment of our economy has shifted from the 

delivery of products to the delivery of services. The needs of service businesses to find, win and thrill 

customers are at least as pronounced as those of product businesses. Many of their requirements 

are the same, but many are unique. For example, service business share the need to extend their 

systems reach to their customers, but add the requirement to support appointment scheduling and 

matching reported problems to predictive parts availability. Service businesses can derive dramatic 

efficiencies from excelling in these areas, and nimble, powerhouse software is the key.  

 

The above sections highlight critical trends impacting businesses today and into the foreseeable future, 

creating demand for new capabilities in business software. The Microsoft Dynamics road map responds 
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to those demands, and more importantly provides the fundamental capabilities to let dynamic 

businesses meet unforeseen challenges. 

Microsoft Dynamics: Simplicity 
For most, the earmark of business applications today is complexity — too difficult to deploy, too 

complex to implement, too hard to manage and, perhaps most painfully, too frustrating to use. 

Microsoft Dynamics has already made an important break from this pattern with the introduction of the 

RoleTailored user experience. Derived from a deep investment in user experience design and ongoing 

usability research and testing, the Microsoft Dynamics RoleTailored user experience combines 

embedded business intelligence (BI), content and navigation scoped to the specific role of the user and 

the processes they touch, as well as familiar experiences from Microsoft Office and Windows to deliver a 

user experience that is simpler to learn, simpler to master, and that allows users to be more productive, 

more informed and more proactive in their jobs. And this is only the beginning. The Microsoft Dynamics 

evolution will continue to drive simplicity in the user experience and to push beyond RoleTailored 

experience to deliver an enriched, context-aware experience that embraces not only new display and 

input technologies, but also the new generation of users that has truly grown up online. 

Microsoft Dynamics will drive to eliminate complexity across the complete life cycle of the business 

application, from acquisition through deployment, implementation, management and ongoing 

upgrades. Five key developments are planned to drive this ongoing simplification.  

First, Microsoft Dynamics will continue to focus on being the first and best implementation of a business 

application delivered on the Microsoft platform. Its mission is to ensure that the solution works together 

by design, and is truly more than the sum of its parts.  

Second, Microsoft will strive to make Microsoft Dynamics software models the most natural reflection 

of the real-life business concepts they represent: companies, locations and processes. When these align, 

the software fit is simple; when they don’t, workarounds complicate both implementation and usage 

and reduce effectiveness.  

Third, Microsoft Dynamics will build on the modeled representation of approval workflows introduced in 

recent releases to a complete, layered model of the business processes that define a company’s 

operations. Processes are the vocabulary that businesses use to measure and optimize their 

effectiveness, and react to new requirements and opportunities. In the dynamic business, the software 

is the visible, instrumentable, and tunable system of record for those process definitions. Microsoft 

Dynamics can simplify visualization, measurement and modification of business processes. 

Fourth, Microsoft Dynamics will innovate to simplify customization and extension of the application. An 

expert ecosystem that delivers the last mile of vertical software specialization is essential to bringing the 

right software to a broad set of businesses. Further, the ability to tailor that software to the needs of an 

individual customer is essential to maximizing the benefits an application can provide. Microsoft 

Dynamics provides a solid platform for customization today, but with each release will reach to simplify 

both the initial customization and extension of the software, as well as the preservation of those 
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modifications across release upgrades. Finally, Microsoft Dynamics, building on advances in the 

Microsoft Application Platform and tools, will evolve to capture in software a process-centered 

approach to the application life cycle itself, enabling it to guide customers through deployment, 

implementation, customization and ongoing management and optimization. 

 

Microsoft Dynamics: 

Innovation 
Delivering an application that represents the 

first and best usage of the Microsoft 

Application Platform is a central component 

of the Microsoft Dynamics road map. For 

the IT professionals deploying and managing 

the application, this translates to immediate 

and important benefits: 

 

 The solution is powered by an industry-leading technology platform, delivered with a commitment 

to minimizing total cost of ownership. 

 The skills required to deploy and manage the application are the same skills that are already in 

practice for their company’s other IT needs. 

 

The value of alignment on the Microsoft Application Platform goes well beyond the benefits of powerful, 

low-cost, familiar technology today. Choosing Microsoft Dynamics aligns the dynamic business with an 

application that draws on all of the future technology innovation across Microsoft, bringing those 

capabilities into the context of the business application. This has been demonstrated in the past with the 

workflow technology introduced in .NET, is being illustrated today with the presence and click-to-

communicate capabilities of the unified communications platform, and, in the near term, through the 

connections to the Internet enabled by Microsoft Dynamics online landing pages on Windows Azure, 

and compelling productivity based on touch interfaces powered in Microsoft Dynamics through 

Windows Surface and Windows 7 technology. The Microsoft Dynamics commitment to be the first and 

best business application reference for the Microsoft Application Platform delivers real cost and 

operational benefits today, and a smooth path to Microsoft’s broad portfolio of innovation for the 

future. 
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Microsoft Dynamics: Choice 
Today choices around business applications frequently mean compromises:  

Software designed for centralized organizations restricts flexibility in distributed operations. 

Applications that target decentralization don’t provide enough of an aggregated view or enough 

centralized policy control. The customer does not generally fit purely one model or the other 

perfectly, and is forced to compromise or compensate. 

Software solutions that run in the cloud today still restrict customization. Even with ubiquitous 

connectivity, customers in harsh environments still have challenges with dependence on remote 

servers. On-premises systems carry higher demands for management and administration. Over time, 

these conditions are sure to change, and Microsoft Dynamics is committed to continuing its 

leadership in delivering adaptability and simplicity across both cloud and on-premises solutions. As 

the conditions affecting a company’s choice of deployment model today change, they should not be 

stuck with a solution that no longer gives them optimal flexibility, performance and productivity. 

Outsourcing selected business processes offers advantages for many businesses. Users still demand 

an integrated view with the ability to take orders and have inventory and shipment visibility in their 

system, even when distribution has been outsourced to a logistics specialist. Unfortunately, today’s 

business applications are not architected to excel in this model. Again, customers are forced to 

compromise and compensate to embrace many process outsourcing options. 

Businesses are not stuck with the above scenarios, however, and Microsoft Dynamics is committed to 

deliver choice without compromise: solutions that deliver a centralized view while supporting 

decentralized functions, solutions that combine the best of on-premises software with cloud-based 

services to maximize flexibility and access while minimizing cost and management, and solutions that 

deliver aggregated views for even highly disaggregated businesses. The Dynamic Business needs the 

ability to make bold choices to respond to new conditions and grab new opportunities. Microsoft 

Dynamics will continue to evolve to deliver the best platform with choices, and without compromise. 

 

Microsoft Dynamics: Value 
Microsoft Dynamics focuses on delivering value to customers at two levels. At the highest level, the core 

premises of empowering people, connecting a company to its processes and to its ecosystem of 

customers, partners and suppliers through software, are all about delivering value to the business. At a 

more fundamental level, Microsoft Dynamics is also anchored on delivering value through a relentless 

focus on minimizing total cost of ownership (TCO), enabling improved business results and operational 

cost savings through software — software that is designed to be delivered, implemented, managed and 

used with a consistent focus on minimizing TCO. 
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Architecting Software for the Dynamic Business 
Microsoft Dynamics delivers compelling and adaptable business solutions today. This discussion has 

described Microsoft’s vision for the challenges and opportunities that companies are expected to face in 

the coming years, and how great software can position them to win in this dynamic business 

environment. The software evolution will be a process, not an event, and Microsoft Dynamics plans to 

deliver increasing customer value with each successive release and innovation. With each step forward 

in the global software evolution, there are sure to be countless innovations both in technology and 

functional capability. There are, however, two major transformations which we believe will shape the 

architectural evolution.  

 

 Model-Driven Software. The first principle in driving system adaptability is to focus on capturing 

intent, rather than implementation. This is already done today in Microsoft Dynamics for many 

application artifacts; one is forms. The forms model effectively identifies sets of fields from one or 

more modeled entities that should be shown in the form. With this approach, separate code can 

render the form on different display targets. Perhaps even more important, a new renderer can 

show the form on a new display engine that didn’t exist when the model was originally captured. 

This is not the case if the form is reflected initially in imperative code. So, with each release cycle: 

o More and more aspects of the system will be modeled. Everything that is modeled can 

be more efficiently adapted to change without requiring coding. 

o Models will be evolved to more naturally mirror the underlying business concepts that 

they represent. When the software models match the real-world concepts, simplicity 

follows. Microsoft Dynamics has, for example, invested in transforming the software 

models for organizations and physical facilities, eliminating the need for companies to 

pursue complex and artificial workarounds when separate business units share the same 

physical location. 

o Models and model tools will support more granular customization. If an analyst’s goal 

is to change a single attribute of a form, or a single rule in a process, or perhaps just the 

dollar limit assigned to a given task for a given role, tools that allow the user to make 

and capture just that change (rather than replacing an entire copy of a larger object) 

lead to dramatically simplified future upgrades. A unified set of models, with tools 

providing the right views on those models for developers, business analysts, information 

workers and system administrators, matches the power of models with the efficiency of 

letting the right user manage those aspects of the system for which they are 

responsible. 

The focus on model-driven development is not limited to Microsoft Dynamics, but in fact represents 

a core focus for the entire Microsoft developer and information worker platform. Microsoft 

Dynamics plans to build on the capabilities delivered from these investments, leading the charge by 

sharing the learning and requirements from the proven experience of Microsoft Dynamics with 

model-driven systems. 
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 Service Oriented Architecture. The models above describe mechanisms for defining and 

customizing the behavior of the core application. The next step is to enhance the ability to use the 

application logic as a set of building blocks that can be orchestrated and assembled in meaningful 

ways. Web Service Interfaces to the existing application logic are the starting point, and Microsoft 

Dynamics delivers these today. Industry analysts often talk about service orientation in terms of 

“Little SOA” (alternatively labelled “Real World SOA” by the Microsoft Business Platform Division) 

and Big SOA. In one sense, Little SOA reflects the addition of service interfaces to existing 

applications and Big SOA represents applications developed as the aggregation of components 

designed explicitly as services. The Microsoft Dynamics road map includes evolution over a series of 

releases to deliver Big SOA. In this end state, it is possible to aggregate the service components in 

dramatically different ways than they exist in the base offering, and to realistically expect the 

product to integrate with other like services. For example, users could expect the sales and 

distribution applications to directly integrate with an inventory service offered by an outsourced 

logistics provider such as UPS or FedEx. The business relationships exist today — UPS, for example, 

may fully handle the fulfillment operations for a business, but due to limitations in today’s business 

applications, customers construct complex work-arounds to make the systems work together. SOA 

was often touted for IT and development benefits; the reason SOA is critical to the Dynamic 

Business is because it allows the software to more naturally adapt to the business models that are 

increasingly common in a dynamically changing world: shared services deployments within a 

business, business process outsourcing arrangements, and accelerating mergers and consolidations. 

Microsoft Dynamics delivers the benefits of Real World SOA today and will work to lead the way to 

deliver the benefits of Big SOA to dynamic businesses. 

 

Clearly, this is not an exhaustive list of changes that we expect to see in coming software generations. 

Many others are pointed to throughout this document. The architectural constructs of models, service 

orientation and choice are all present in Microsoft Dynamics today. Microsoft plans to evolve over a 

series of releases, building on parallel advances in the Microsoft Application Platform, with increasing 

flexibility and customer value delivered at each step of the journey.  
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Microsoft Dynamics: Right for Today, Delivering Tomorrow 
On June 4, 2009, Gartner recognized Microsoft Dynamics AX as a leader in the report titled “Magic 

Quadrant for Midmarket and Tier 2-Oriented ERP for Product-Centric Companies” by Christian 

Hestermann, Robert P. Anderson and Chris Pang. 

Microsoft Dynamics delivers solutions today that 

enable businesses to thrive by empowering their 

employees, connecting to their partners and 

optimizing their processes. Moving forward in an 

increasingly complex and connected world, the 

broad and deep technology investment of Microsoft, 

brought together by compelling and innovating 

Microsoft Dynamics business applications and 

delivered by a strong global ecosystem of partners, 

will continue to offer medium-size businesses the 

best choice for today and tomorrow. This vision will 

not be delivered in a single product release, but 

across multiple releases of Microsoft Dynamics and 

the Microsoft Application Platform. At each step of 

the journey, Microsoft Dynamics will bring 

customers more and more Dynamic Business value. 

 

 

 

The Magic Quadrant is copyrighted 2009 by Gartner, Inc. and is reused with permission. The Magic Quadrant is a 

graphical representation of a marketplace at and for a specific time period. It depicts Gartner's analysis of how 

certain vendors measure against criteria for that marketplace, as defined by Gartner. Gartner does not endorse 

any vendor, product or service depicted in the Magic Quadrant, and does not advise technology users to select 

only those vendors placed in the "Leaders" quadrant. The Magic Quadrant is intended solely as a research tool, 

and is not meant to be a specific guide to action. Gartner disclaims all warranties, express or implied, with respect 

to this research, including any warranties of merchantability or fitness for a particular purpose.  

This Magic Quadrant graphic was published by Gartner, Inc. as part of a larger research note and should be 

evaluated in the context of the entire report. The Gartner report is available upon request from Microsoft. 

  

Figure 1 Magic Quadrant for Midmarket and Tier 2-Oriented ERP 
for Product-Centric Companies (Source: Gartner, Inc.) 
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