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Introduction and overview

e Research methodology

e Background of the research

e Everest Group’s definition of scope of Microsoft Dynamics 365 services
Microsoft Dynamics 365 services market overview

e Microsoft Dynamics 365 services market size and growth

e Trends and market size split by geography

e Trends and market size split by industry

Microsoft Dynamics 365 deal characteristics

Deals split across different buyer segments

Deals split across various functions

Typical spend across value chain

Deal split by pricing models

Deal split by deal origination

Key enterprise demand trends

e Benefits of implementing Microsoft Dynamics 365

e Enterprise trends in Microsoft Dynamics 365 market

e Top case studies in Microsoft Dynamics 365 domain

Enterprise speak

e Enterprise satisfaction for Microsoft Dynamics 365 vis-a-vis other vendors

e Enterprise satisfaction for various modules within Microsoft Dynamics 365
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Enterprise satisfaction for various modules within Microsoft Dynamics 365
Enterprise satisfaction for service providers
Key customer quotes about challenges in Microsoft Dynamics 365 domain

Ecosystem partnership leverage by service providers to address challenges

6. Implication for enterprises and service providers

e Takeaways for enterprises

Implications for service providers

7. Appendix
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Background of the research

e Enterprises, especially small and medium, are adopting Microsoft Dynamics 365 to modernize customer experience, finance and operations, enable end-to-end visibility across the
supply chain, and streamline marketing and sales. Large enterprises are adopting Microsoft Dynamics 365 mainly to buttress their core ERP and CX

e Microsoft has established its sweet spot by closely integrating Dynamics 365 with Microsoft Office, Outlook, and Teams. It has gained momentum in the market owing to lower TCO
compared to its close competitors and faster time-to-market as it is SaaS-enabled

e To help adopt Microsoft Dynamics 365 across existing complex portfolios, service providers are investing in skilling talent and building robust accelerators to help enterprises in their
digital transformation journeys

e In this research, we present the current state of the market related to Microsoft Dynamics 365 services, typical deal characteristics, enterprises expectations and challenges, best
practices for enterprises, and implications for service providers

Scope of this report:

I/ \I

Geography g Industry [ \ Services

Global All major industries '\ /' Microsoft Dynamics 365 services
I\ /l

experiencing Microsoft
Dynamics 365 implementations
have been covered in this report

/Rerest GI’OUp® Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-50-CA-4773



This study offers seven distinct chapters providing a deep dive into key aspects of Microsoft
Dynamics 365 market; below are four charts to illustrate the depth of the report

Microsoft Dynamics 365 services market, US$ billion, 2019-25

| Enterprise adoption trend across the entire buyer spectrum

0.8/ CAGR

2019 2020 2021 2022E 2025 E

Microsoft Dynamics 365 has gained momentum

e

High degree of affordability

Microsoft Dynamics 365 suite is
affordable when compared to Salesforce
and other large vendors — thus it has
seen wide adoption even in small and
medium enterprises.

Ease of integration
with Microsoft stack

Almost every enterprise has some Microsoft
footprint (say Office, Teams, Azure, Power
Bl). The ease of integration across the stack
provides an edge for Microsoft Dynamics
365 over other vendors.

Faster time-to-market

Microsoft Dynamics 365 suite presents
easy configurations, especially for
sales and service modules offering
digital customer experience in short
span of time.

Cloud-enabled

Microsoft Dynamics 365, being SaaS-
enabled inherently, offers ease of
software updates, security, data back
up, and infrastructure.

Percentage of engagements
Il Vicrosoft Dynamics 365

Il others 34%

41%

33%

Small

Medium

Large

Emerging trends in the Microsoft Dynamics 365 market

Core modernization for SMBs

Enterprises, especially small and medium,
are leveraging Microsoft Dynamics 365 to
modernize their core in order to
consolidate multiple legacy point-based
solutions. Microsoft Dynamics 365 is
preferred due to cloud enablement, faster
time-to-market, and better affordability.

Very large

Workflow automation

Dynamics 365 and Power Platform solutions
help the enterprises, particularly in industries
such as BFSI, retail, and manufacturing, to
provide real-time updates and tracking and
enhanced process execution. In addition,
Microsoft’s Power Bl feature helps in
providing improved reporting and analytics.

Sales transformation

Enterprises leverage Microsoft Dynamics
365 for digitally transforming sales
operations. Large enterprises use Power
Platform solutions to build upon their existing
SAP/Oracle systems in order
to achieve improved cost, better efficiency,
and faster decision making.
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Research calendar
Enterprise Platform Services

Il Published Planned [ Current release
Pega Service Provider Compendium 2021 February 2021
ServiceNow Services — the Uberization of IT, HR, and Employee Workflows February 2021
Enterprise Platform Services — Renewal Opportunity for Service Providers February 2021
Salesforce Healthcare services — State of the market 2021 March 2021
SAP S/4HANA Services PEAK Matrix® Assessment 2021 May 2021
SAP S/4HANA Service Provider Compendium 2021 June 2021
Microsoft Dynamics 365 Services PEAK Matrix® Assessment 2021 September 2021
Microsoft Dynamics 365 Service Provider Compendium 2021 September 2021
SAP S/4HANA Services — Rise with Industry Transformations November 2021
Microsoft Dynamics 365 — Digitizing Customer Experience November 2021
Oracle Cloud Application Services PEAK Matrix® Assessment 2022 Q1 2022
Oracle Cloud Application Services — State of the market 2022 Q1 2022
Cloud Management Platform Trailblazers: Top 10 Start-ups Creating Buzz in the Market October 2020
Assessment of the Niche ServiceNow Services Partner Ecosystem May 2021
Real-time Transportation Visibility Trailblazers 2021 Q4 2021

Note: For a list of all of our published EPS reports, please refer to our website page
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include leading global companies, service providers, and investors. Clients use our services to guide their journeys to achieve
heightened operational and financial performance, accelerated value delivery, and high-impact business outcomes. Details and
in-depth content are available at www.everestgrp.com.
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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