
Building a Clear Customer View: 
Collaboration Across the Business 

Success depends on your organization’s ability to attract new 
customers and keep existing customers happy. Yet it’s harder 
than ever to truly understand buyers. Today’s digital-first  
buyers are engaging across channels and seeking out 
information alone or with their peers — rather than working 
through traditional sales channels. 

This means marketing and sales teams need to understand 
who their customers are, where they are in their journey, and 
how best to engage them — on their terms. Business 
applications are at the heart of the effort, and can be used to 
create a hyper-connected sales and marketing environment 
where teams have the power they need to do exactly that — 
meet customers where they are.

Overcoming the Obstacles to Unifying Customer Data

The Connected Sales & Marketing Solution

Already have organized, usable data? Skip ahead! 

The Challenge: 
Sales and 
Marketing are 
often Misaligned
The majority of sales and marketing teams have 
different goals, metrics, and key performance 
indicators (KPIs), and aren’t oriented toward 
achieving revenue optimization. Eventually, these 
misalignments affect the customer’s experience, 
overall perception of the company, and most 
importantly, satisfaction. In fact, LinkedIn found 
that for 85 percent1 of sales and marketing 
leaders, alignment is the largest opportunity for 
improving business performance today.

Sales professionals spend less than one-third of 
their time (30 percent) actually selling, spending 
more time on administrative and other 
non-revenue-generating duties. 

Successful organizations drive change by empowering sales 
and marketing teams to transform the customer experience 
and gain full-funnel vision to reach business goals.
• Marketers need to better understand the customer, 

personalize experiences, support sellers with the best 
leads, and optimize hand-offs. 

• Sellers need real-time data to inform their next steps, 
deepen customer connections, increase productivity, and 
close deals.

Today’s Self-service, 
Digital-first Customer
Customers seek autonomy as they engage. They want digital first, immediate, 
self-service solutions. Once customers make the decision to engage with a 
salesperson, they expect the person to know their intentions, and will tune out 
one-size-fits-all interactions that make them feel like they’re just another number. 
In fact, 80 percent of consumers say they are more likely to make a purchase when 
offered a personalized experience.

In-person sales 
interactions dropped 
52% during the 
pandemic, with just 
29% of B2B companies 
now considering it their 
go-to-market sales 
model.

— Mckinsey 2

52%
Digital interactions per 
purchase hace increased 
with total number of 
interactions up from 17 
to 27. The buying process 
has become more 
complex.

— Forrester 4

17-27

Majority of B2B Buyers 
(94%) want personalized 
brand communications.

— Gartner 5

94%
100% of buyers want 
self-serve options for at 
least part of the buying 
process, up 13% from 
2021.

— TrustRadius 6 

100%

Bringing It Together for Success

Sales and Marketing 
for the Future
To surpass customer expectations, begin by enhancing your understanding of your 
customers and uncover how Hitachi Solutions and Microsoft enable organizations to 
unlock personalized and exceptional experiences

Connected
Sales and
Marketing

Dynamics 365 for Sales and 
Dynamics 365 for Marketing 
share the power of the same 
platform and common data for a 
comprehensive customer profile

Automation streamlines sales cycles 
to increase efficiency and provide 
accurate and precise control of the 
customer experience 

Work in concert with 
real-time signals from all 

touchpoints to deepen 
customer relationships, 

accelerate revenue, and get 
customers to ‘yes’ faster

Troubleshoot journeys to identify 
friction points, gain insights into 

audience behavior and tailor 
marketing efforts

Built on secure, trusted, and 
compliant Microsoft Azure cloud

An Intelligent, Full-funnel Sales and Marketing Solution

Connect with a Hitachi Solutions sales and marketing expert  
Learn more about connected sales and marketing
Read about Hitachi Solutions sales and marketing solutions

global.hitachi-solutions.com

The next wave of digital transformation hinges on a company’s ability to create integrated, moments-based journeys for consumers and 
use the data and feedback from those interactions to continuously evolve. Hitachi Solutions and Microsoft can help you close the gap 
between your sales and marketing departments with cloud-based modern solutions that ensure you can deliver clear, consistent, and 
personalized messaging to your customers. 

With our expertise in real-time marketing and cross-channel orchestration, we can help you connect your organization's touchpoints and 
break down information silos, resulting in a more effective customer experience engine. Don't miss the opportunity to revolutionize your 
customer insights and achieve sustainable business success.

Start Your 
Connected Sales & Marketing Journey Today!

Automating Processes             
for Efficiency

Harnessing Data for   
Actionable Insights

3 out of 5 buyers are 
millenials (ages 25-39). 
Millenials are 2x more 
likely to discover 
products by searching 
online.

— TrustRadius 3

3/5

According to a report by McKinsey,7 digital transformation 
can increase a company’s revenue by up to 20 percent and 
reduce costs by 30 percent.

Sources:
1 Moments of Trust
2 How COVID-19 has changed B2B sales forever
3 How to Sell to Millennial B2B Buyers
4 Three Seismic Shifts In Buying Behavior

5 Critical Capabilities for B2B Marketing Automation Platforms
6 2022 B2B Buying Disconnect: The Age of the Self-Serve Buyer
7 Getting digital transformation right in resource-heavy industries

Bringing it together for success

Not quite there yet? Transform disparate data 
into centralized intelligence: 
• Hitachi Solutions Empower

Data is the key to turning relationships into revenue. But when 
data resides in silos, with disconnected tools and processes, 
it’s impossible to derive meaningful and actionable insights. 
With a full picture of customer history, behavior and needs, 
sellers and marketers can personalize all the moments that 
make up the buying journey, leading to higher value and 
more recurring revenue.

With a unified, 360° profile, collaboration soars and 
sales and marketing teams begin to break down 
functional barriers, clear roadblocks, and deliver on the 
promise of an exemplary customer experience. When 
all customer-facing roles have a single version of the 
truth, lines of communication become seamless across 
departments and marketing can optimize lead handoffs 
to enhance nurturing and close deals.

Not quite there yet? Make collaboration a breeze 
with Dynamics 365 productivity tools: 
• Viva Sales

• Microsoft 365

• Microsoft Co-Pilot

Within all industries, enormous opportunities exist to use data to create value. The key elements to 
creating value-driven connected experiences— unified data, collaboration, automation, analytics, and 
personalization— all provide a much deeper understanding of customers and help orchestrate an 
end-to-end customer experience. 

When you have data on your side, you can measure and improve the effectiveness of all your marketing 
and sales-related activities, concentrating on a customer experience that will return results.

Empowering teams with  a 360° 
customer view
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Automating processes for efficiency

With the right data, organizations can streamline the best 
experiences for each buyer to quickly advance the buyer 
to the next step of the sales process. Automated 
workflows can kick-off based on activities like a customer 
visiting a company’s website or a change to a customer 
record in the CRM, and be set up to accommodate all the 
steps in the sales and marketing process so there won’t 
be gaps in the sales process or the customer journey. 
Sellers can focus more time on customers, closing deals, 
and building relationships as trusted consultants, 
customers get a better experience, and employees can do 
the work that most directly affects revenue and ROI.

Not quite there yet? Automate processes and tasks 
with the low-code ease of Power Platform:
• Power Automate

• Dynamics 365

The journey starts with data, the 
foundation of success

Personalization is more than just using a customer's 
name in an email. AI personalization can be used to 
create personalized brand messaging, content, products, 
and services, resulting in more profitable customer 
journeys. Now companies can predict when individuals 
are going to make their next purchase through the use 
of CRM apps and AI technology. With this precise data, 
messaging can include order recommendations as well 
as exclusive offers or promotions, creating more 
personalized, tailored messages to customers who are 
likely to purchase. 

Tailoring experience for 
increased sales
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The burgeoning focus on customer experience will 
only increase, as companies attempt to fine-tune 
experiences to meet continually rising consumer 
expectations. AI is already a fundamental piece of 
how big companies like Amazon are creating 
personalization campaigns, delivery options and 
better products based on targeted consumer needs, 
wants and expectations, and those predictions will 
only get better and more refined as time goes on.

Bots will continue to learn and become better 
communicants through the advent of generative AI, 
and be able to handle even more complex 
transactions. Still, there are situations where 
generative AI and bots will fall short—and this 
underscores the continued need for human 
involvement in customer service if the problems are 
complex and customers have a difficult time 
articulating the issue and their needs effectively.

Deb Marotta, Vice President of Industry Strategy, 
Hitachi Solutions: From Production to Delivery: 
Leveraging AI to Optimize the Entire Value Chain

Evolving AI in Customer Experience: 
Personalization, Communication, 
and the Human Touch

Digital Transformation: Adapting 
to Change for Growth and Success 

In today’s digital era, change occurs at a much 
faster pace compared to the industrial era. 
The rapid advancement of technology and the 
abundance of data have created a dynamic 
environment where businesses must be 
adaptable to thrive. It’s important to 
understand the impact of digital 
transformation and the need for companies to 
embrace change to stay ahead.
According to a report by McKinsey, digital 
transformation can increase a company’s 
revenue by up to 20 percent and reduce costs 
by 30 percent. However, this requires a 
cultural shift. Companies that are slow to 
adapt fall behind and lose market share to 
more innovative competitors. Therefore, it’s 
crucial to have a clear digital strategy and the 
right technology infrastructure to support it. 
The pace of change in the digital era can be 
challenging, but it also provides significant 
opportunities for growth and success.

Luke McGrath, Chief Technology Officer, 
Hitachi Solutions: AI and the Way We Work

With so much data being produced daily by 
industrial IoT and smart factories, 
manufacturers are increasingly turning to AI 
solutions like generative AI, machine 
learning, and deep learning neural networks 
to better analyze data and leverage it to 
make more informed decisions. And the 
possibilities are endless — from automated 
defect detection and flaw classification to 
more accurate demand forecasting and less 
material waste to personalized interactions 
and recommendations, and much more. 

Jeff Winter, Sr. Industry Strategy Director, 
Manufacturing, Hitachi Solutions:            
How Manufacturers Can Thrive with AI

AI-Powered Manufacturing: 
Unlocking Endless Possibilities 

Since [Intralox’s] implementation of Dynamics 365 
Customer Service, the numbers tell the story: In the 
first year, more than 3,000 customer cases were 
created, nearly 2,500 customer inquiries to the call 
center, more than 3,800 email messages sent or 
received, and 250 onsite visits scheduled. The 
following year was even more spectacular, with 
nearly 10,000 accounts managed, more than 
30,000 cases created, more than 2,400 service visits 
scheduled, and 75,000 emails sent—all from 
Dynamics 365. In fact, Intralox recorded a 
remarkable 2,140 percent increase in customer call 
activities since the initial implementation, yielding 
rich insights into their customers and the products 
they use.

“With Dynamics 365 we’ve seen impressive 
efficiency gains in omnichannel effectiveness, work 
order administration, and case management,” 
confirms Jeff Serpas, Commercial Business 
Relationship Manager at Intralox. 

Intralox boosts customer service effectiveness 
with Dynamics 365

Intralox’s Dynamics 365 Success: 
Boosting Customer Service 
Efficiency  

 

That’s been a big focus [of customers]: How can I 
make my processes run more efficiently? And also, 
how can I do it in a way that doesn’t require me to 
go replace or update my warehouse management 
solution, my demand planning solution, my supply 
chain execution system? Instead, how can I get that 
innovation and productivity boost by connecting to 
and integrating with all those different systems? 

In my neck of the woods at Microsoft, Power 
Platform is a big component of that because it can 
connect to those existing systems. So people will 
build an application with Power Apps, which 
connects to their current ERP or their current 
warehouse management system; or they’ll use 
Power Automate to connect to emails and EDI and 
their ERP to process orders. So you have less 
manual activities and less efficiencies, and just faster 
end-to-end processes. 

Charles Lamanna, Corporate VP, Business 
Applications & Platforms, Microsoft: Apps, 
Automation, AI: Accelerating Business Value by 
Making Data Work Smarter

Enhancing Process Efficiency 
and Integration 

Not quite there yet? Personalize marketing 
outreach a fully-functional AI-infused 
customer data: 
• Data Management

• Microsoft Co-Pilot

Accurate forecasting can make a critical difference in 
customer satisfaction levels and a company’s ability to 
retain customers and keep them happy. Using 
automated predictive analytics, companies are 
identifying the patterns and indicators that influence 
consumer actions and, in turn, creating better forecasts. 
When sales and marketers understand what motivates 
customers to make buying decisions, they can create 
more high-value, high-conversion campaigns and 
eliminate the risk of human error.

Harnessing data for     
actionable insights
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Not quite there yet? Supercharge your demand 
forecasting with powerful data analytics:
• Data & Analytics
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