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Who Are Dupli?
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We Are…

• UK distributor of photo, print and imaging products

• B2B led, with complex customers, long relationships and repeat purchases

• Stock around 5,000 product lines, across multiple sectors

• Mix of ecommerce and account managed customers
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LIFE BEFORE CUSTOMER INSIGHTS…
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What We Used Before

Mailchimp

• Basic segmentation

• CRM used mainly by sales

• Reporting lived in multiple places

Limitations We Hit

• One size fits most campaigns

• Manual lists

• Slow reaction to customer behaviour

• Working from gut feeling, not data
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WHY CUSTOMER INSIGHTS - 
JOURNEYS
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What We Actually Needed

• One customer view

• Marketing linked to real transactions

• Journey’s that reacted, not simply broadcast

• A tool that brought marketing right into the commercial engine of Dupli
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What Customer Insights Gives Us

• CRM and Business Central Data in one place

• Behaviour based journeys

• Shared visibility across teams

• Data driven decision making
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HOW WE USE CUSTOMER INSIGHTS
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Campaigns & Communications

• Product updates & news

• Triggered comms

• Lifecycle based journeys

• Smarter segmentation
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Reporting & Insights

What We Can See Now

• Basic email performance

• Delivered rate

• Bounce rate

• Open rate 

• Click rate
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The Data We’re Working With

• Business Central orders and invoices

• CRM contacts and accounts

• Customer attributes, not just email 
addresses

• Wrapped up into Power Bi reports that 
have become essential daily tools
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Power Bi
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How Have Conversations Changed Internally?

• Shared dashboards

• Better, more informed discussions with sales

• Marketing is starting to be seen as commercial, not support
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BENEFITS & HONEST 
CHALLENGES
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Impact On The Business

• Stronger alignment between teams

• Better prioritisation

• More relevant comms

• Data driven
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Honest Challenges

• Data quality still matters

• Set-up takes thinking, not just doing

• Change management is real!

• Meaningful reporting data takes work
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Power Bi
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WHAT’S NEXT?
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• Improving report and insights

Where We’re Going From Here



CRM CONNECT 2026



CRM CONNECT 2026



CRM CONNECT 2026

Where We’re Going From Here
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• Improving reports and insights

• Using those insights to fine tune planning

• And to create better, more targeted campaigns

• Implement automated product lifespan journeys

Where We’re Going From Here
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1. Start with the customer decision you want to influence

2. Join marketing and sales data early

3. Be honest about data and change challenges

If You Take Away Three Things…
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CUSTOMER INSIGHTS 

FEATURE HIGHLIGHTS…
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Maximise event ROI with paid registration

• With the new paid event registration capability in real-time journeys, you 
can now offer a seamless and secure ticketing experience. 

• Introducing support for session registrations with passes, ensuring that 
attendees can only register for sessions that the pass gives them access to.

• Stripe, PayPal or Square
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Teams Live Events, Teams Meeting and 
Teams Webinar are retiring

Microsoft is retiring Teams 
live events and encourage 
customers to migrate to 
use Teams town halls, 
which offers an improved 
experience for large-scale 
digital and hybrid events. 

It will be Teams Meeting 
v2 and Teams Webinar v2 
after Feb 28, 2027
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Simplify forms by filtering choices based on 
previous answers
This feature enables you to 
set up a relationship 
between two lookup fields. 
After you select the 
relationship, a selection in 
one field will filter the 
values in the other field.
Field filtering dynamically 
filters values of subsequent 
lookup field values based 
on the values selected in 
previous fields, so users 
see only relevant choices.
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Create any record in a journey

You can now create any record at 
any point in a journey. 

e.g. creating a task to follow up 
with your sales team, or even 
creating an opportunity without 
leaving the journey builder

(in Preview)
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Dynamic Content Blocks

You no longer risk sending 
out emails with outdated 
footers. 

Updating every footer is time 
consuming and error-prone. 

(July 2026 GA)
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Branded Content Links
Links are the gateway to your landing pages, offers, and 
content. However, automatically generated URLs look 
unprofessional and suspicious, and they can lower your 
click rates and conversions. Now you can customize links 
to show your company name, increasing customers' trust 
and improving brand recognition and campaign 
performance.

(September 2026 Preview) (December 2026 GA)
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Set email expirations
Customers may experience 
frustration when they receive 
outdated communications.
You can now set expiration dates 
on your messages, ensuring that 
only current and relevant 
information reaches your 
audience.
e.g. Set expiration dates on event 
reminder messages. This ensures 
that customers who register only a 
few days before the event don't 
receive the full series of reminders.
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Copilot-powered conversational text messages
With Dynamics 365 Contact Center 
integration, you can now leverage 
Copilot Studio agents to deliver rich, 
personalized SMS conversations with 
your customers
A credit card company can alert a 
customer about an unusual 
transaction involving their credit 
card to confirm whether it was a 
legitimate transaction. Unlike simple 
“Yes, it was me” or “No, it was not 
me,” the agent can work with 
different conversational responses 
and advise them about next steps 
and collect needed information.
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Copilot Overview

• Use it to create Segments, Emails, Journeys
• Use AI for A/B testing and channel optimisation
• AI generated tagging for images
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Journey Creation Agent (5 days preview)

- Natural language journey structure build
- Journey preview and human approval
- References your segments, triggers and content 
- Describe journeys based on events in Sales e.g. Opportunity 

create or Customer Service e.g. Case Resolved
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App for the Day



CRM

FOR ALL THINGS DYNAMICS 365 CRM & POWER 
PLATFORM

Thank you!
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