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Acquiring and nurturing 

customers to generate leads.

Lead creation & quality

Marketing sourced pipeline

Sales & partner qualified leads

Revenue contribution

Demand creation

Accelerating customer journey 

to drive sales velocity and 

lifetime value.

Enablement asset performance

Pipeline acceleration

Consumption & usage

Contactability

Sales enablement

Seeding the market for 

effective demand creation.

Creating awareness

Changing perceptions

Preference shift

Press and analyst coverage

Reputation & share of voice
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Microsoft Marketing Transformation Pillars

Culture Capabilities Technology & tools
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3 attributes to make it real:

Customer obsessed, Diverse & Inclusive, One Microsoft

An enduring mission statement: 

Empower every person & every company on the planet to 

achieve more

A solid – and disruptive - culture anchor:

Growth Mindset



Classified as Microsoft Confidential

Resilience at work
Strengthen resilience across six 

dimensions today
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Deepen growth mindset

Build ready and reskilled talent

Role Excellence

Empower learners

Drive innovation and creativity

Elevate diverse, global perspectives 

Support dynamic teaming

Connect to collaborate

Cast a wider net 

Quicker connection to culture 

Solid on-boarding

Screen for talent
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Global Advertising

Global Demand Center

Local Industry & Audience marketing

Local Account-Based Engagement

Local customer experiences

Analytics & Marketing Operations
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Know your Customers
Embed a customer-first 

approach to marketing using 

data & insight to support 

creativity

Understand the 

Customer Journey
Use data & insight to 

ensure we are timely & 

relevant to our customers, 

turning up in the right 

channel at the right point 

in their purchase journey

Digital & Social 

Analytics
Identifying & corking the 

leaky bucket in the digital 

journey

Understanding the external 

landscape

& Voice of the Customer

Optimize 

performance
Build an in depth 

understanding of what 

good looks like & the 

levers we need to pull 

to get there

Measure impact & 

understand ROI
Test & Learn framework

Interpretation & 

optimization of digital 

destinations



Classified as Microsoft Confidential



Classified as Microsoft Confidential



Classified as Microsoft Confidential

30+ total brands and audiences

110
social channels

60
daily brand posts

13,000
daily interactions

932,000
daily impressions

1,200
daily sent messages

Identify conversation themes and content 
that generates the most engagement
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Account Engagement Index can 
also be used to benchmark 
customer engagement patterns 
across sets of accounts

Area / Segment

Area, Segment

Seller actions 

& insights

Account 

engagement index

Account engagement 

index Cross-account heatmap

Modern 

Workplace

Business 

Applications

Application & 

Infra
Data & AI

Account 1 98% 15% 5% 20%

Account 2 21% 86% 27% 20%

Account 3 75% 15% 90% 98%

Account 4 98% 15% 5% 20%

Account 5 50% 75% 17% 20%

Account 6 16% 15% 5% 65%

Account 7 98% 15% 5% 20%

AVERAGE XX% XX% XX% XX%

WW 

BENCHMARK
XX% XX% XX% XX%

Business 

impact correlation

Actions & Insights delivered 
through the ‘Daily 
Recommender’ based on an 
Account propensity model

7 new contacts engaged 

in Offer content

High probability 

of Azure interest

Leverage customized 

content for follow-up

Customer XYZ

Account / Offer Specific Account Engagement Index helps 
sellers understand the degree of 
engagement within their accounts 
by Solution Area / Workload

Customer XYZ

Modern 
Workplace

Business
Apps

Applications
& Infra

Data 
& AI

Account

Over time, we are able to 
corollate the impact of highly 
engaged accounts related to 
revenue and business outcomes

Revenue/KPI Attainment
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High

High

Low

= Account

Area / Segment

Area, Segment
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Lead volumes (MLQMLs)

Single touch attribution

Linear funnel conversion

Inside sales & direct focus

Multiple revenue views

Static marketing metrics

“Describe what happened”

Account & segment level

New metrics correlated to outcomes 
(Marketing Engagement Index)

Sales intelligence (AI/ML) prioritization

Multi-channel routing

Multi-touch attribution

Predictive outcome metrics

“Predict what will happen”

Detailed time-based journey metrics

Prescriptive engagements

Dynamic ROI and LTV optimization

Engagement pattern matching 

“Suggest actions to drive an outcome”
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Contacts

Average & total contacts 
per account

Reach

% Of accounts w/ any engagement 
by segment, industry, etc.

Highly engaged

% Of accounts w/ 
high engagement

Interactions

Average & total interactions 
per account
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Strong Culture can help navigating during crisis

Start with your team: enable people to collaborate, have the right hiring strategy, build a 
diverse culture

First listen, then engage building the journeys that will show customers you know them

Data & technology are a mean to an end: driving customer delight & lifetime value with 
the right tools

Take care & have fun in the process!!!
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Thank you!

We’re in this together

cakeene@microsoft.com

https://www.linkedin.com/in/caroline-keene-b79486/

https://www.linkedin.com/in/caroline-keene-b79486/

