
REF-OR-M SOLUTION FOR CUSTOMER ENGAGEMENT IN BANKING
The REF-OR-M solution built for CE in Banking, is a pre-configured, end-to-end reference solution, tailored to suit Customer Engagement 
practices for the Banking sector. Our solution comprises of end to end process flows, foundational solution components, proven best 
practices from successful D365 transformation engagements in the Banking business, brought together in a unique solution concept to 
achieve greater business value with Microsoft Dynamics 365.

Solution Components

Solution Capabilities & Business Process Breakdown

D365 CE for Sales, Service, 
Marketing, MS Banking Accelerator

MS Power Platform Azure Cognitive Services

MS Bot Framework Azure Machine Learning REF-OR-M » Reference Organization Model
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Pre-Configured 
Dynamics 365 CE for 

Banking

•	 Lead & Opportunity Management
•	 Cross Sell/ Up Sell
•	 Customer Data Management
•	 Sales Forecasting
•	 Customer order management
•	 Account Management

•	 Segmentation Management
•	 Campaign Management
•	 Campaign Response Management
•	 Campaign Planning/ Budgeting
•	 Campaign Activities Management

•	 Contact Center Management
•	 Self-Service Management
•	 Service Request Management
•	 Staff Management
•	 SLA Management

Features of Microsoft 
Banking Accelerator

•	 Opportunity Business Process Flows for Retail & Commercial Banking
•	 KYC Checks for Retail and Commercial Banking
•	 Person and Customer 360

Additional Point 
Solutions & Digital 

Solutions

•	 KYC, A/C Origination & Churn Management
•	 Sales Insights, Intelligent Sales/ NBA
•	 RM/ WM Productivity App
•	 Sales Productivity Bot
•	 C360 View
•	 Call reports

•	 Marketing Metrics/ Insights •	 Service Metrics & Insights
•	 Intelligent Customer Service
•	 IVR for Customer Care
•	 Employee Service Bot
•	 Banking Service Bot
•	 Productivity Bot
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Business Value Articulation 

• About the business value, solution 

alignment , processes break-down / 

design, and road-map

Pre-Configured Solution

• Ready to run foundational 

configurations specific to CE in

Banking covering above processes

• System specific process flows for 

further customization analysis

Point Solutions, Business Content & 
Digital Solutions

• Extension Solutions specific to 

Banking Industry requirement

• Digital Solutions (like chatbots / AI/ML 

etc..) available in ready to deploy state, 

specific to customer context

•	 Greenfield implementation, Upgrade or move to modernization using a digital 

platform like Dynamics 365

•	 Focus on building application in agile and incremental way

•	 Enable the business users early in the game and discover the solution with a Show-

and-Tell approach in language of Banking rather than only Tell approach

•	 Leverage best practices from successful Dynamics 365 transformation engagements 

to achieve greater business value

Key Benefits

Solution Capabilities & Business Process 
Breakdown

Applicability of REF-OR-M Solution
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