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COMIT - The strategic topic ,,Client Facing Solutions”

COMIT

> Employer of 750 IT and business experts at an 10 locations in
Switzerland, Germany, Austria, Singapore and Luxembourg

30 years in business

Primary market ,Financial Industries”
Plan, build, run

Owned by SWISSCOM

v V V V

Stefan Hegglin, Customer data management
> Head of customer data management
> Consulting BU
> Client Facing Solutions
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COMIT - The strategic topic ,,Client Facing Solutions”
i

> Client Facing Solutions: A
, _
S R
: 2%
3 Customer Care Approa .'él_g
k= Contact Manageme g‘—_"
> DQ-Partners: Human Inference, S 53

.
University of St. Gallen

Marketing | Sales | Service

. CFS’echnoIogg
Lifecyelglanage PO
Customer dataimfidrmation

Customer data management: Our Mission

We solve data quality issues and establish companywide
data governance programs.

Newest innovation: BPO Service DQM together with HI
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banklinth®

Key factors

> Customer data is increasingly regarded as a strategic
resource — insufficient data quality limits the success of
strategic initiatives

> |n the future, differentiation in the market takes place via
the customer dialogue

> Data quality as the weakest link of the chain to CRM
sSucCcess

> Data quality projects are not typical IT projects and
require staff with a pragmatic proceeding and business
and IT know how
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Data Quality Management (DQM)

Project objective

> Ensure sustainable excellent data quality in the area of
customer master data (CRM readiness)

Actions to be taken

> Elimination of the existing data quality issues

> Creating the organizational measures and processes to
ensure data quality

> Establishment of monitoring mechanisms

> Awareness of data quality —in sales, as well as in the
back office
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Chosen Approach

Building depart-
mental Data
Quality Mgmt

Transparency
Rapid
Assessment

Formulating Cleansing
Vision / Strategy project

*

Phase 1: Rapid Assessment

* revealed about 60 data quality issues

» showed weaknesses in the organizational responsibility of the Data
Management

 Prioritized the greatest need for action and formulated biggest business cases
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Chosen Approach

Building depart-
mental Data
Quality Mgmt

Transparency
Rapid
Assessment

Formulating Cleansing
Vision / Strategy project

.

Phase 2: Formulating Vision / Strategy

» Value proposition of Data Quality Management

* Regulation of the responsibilities for DQ (Ownership)

» Defining the scope

« Set key priority for the DQ improvement, where clear business cases can be
calculated or estimated




banklinth®

Chosen Approach

Building depart-
mental Data
Quality Mgmt

Transparency
Rapid
Assessment

Formulating Cleansing

Vision / Strategy project

.

Phase 3: Singular cleansing project

» Achieve CRM Data Readiness

» Solve the most important DQ problems

» Formulation of sustainability processes per issue
* Inclusion of sales and back office staff
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Chosen Approach

Building depart-
mental Data
Quality Mgmt

Transparency
Rapid
Assessment

Formulating Cleansing
Vision / Strategy project

Phase 4: Establishing a permanent DQM

» Reorganization of the department ,Zentralregister*
* Monitoring of some 100 DQ parameters

» Preparation of Key Performance Indicators

* Proactive communication with data producers

« Sustainable improvement of data quality
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Project results

« Data reduction by more than 10%
ROI less than 14 month

As a consequence: lower data retention costs and lower cost for furhter
data migration

Better overview of customer relations (Information about the customer are
available in one trustful, customer base)

Base for establishing a service center
Quality improvement in customer communication

Efficiency in Direct Marketing improved (significantly lower control costs)

More efficient management of the data
(no redundant maintenance)
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Example 1: CRM process

Processes

‘ Support concept ‘ D ﬂ

Every PK1 customer should be
contacted once a year

Segmentation

CRM process

Customer Call Customer
registration Customer calls

Data Ownership? Influence of distribution system

Data Governance? Costs?

lls
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Example 2: incorrect customer data

E-m:_mm-mm

12651 Companies J. Muller Dear Sir or Madam

Dear Mrs. J. Muller AG.

Dear Sir or Madam 'V g
Expenses: Privates pay hardly any charges
Campaigns: Customer is never addressed as a company
Segment: Customer care concepts will fail

Products: Business clients have products of private
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Factors for an efficient Data Quality Manag DQ Approach

\ root cause analysis > e,
problem analysis solution

(traceability, dimension) / costs implementation

concept

Impact analysis >

Costs of the data defect are drivers for elimination
No ad hoc projects (singular as well as periodical)
Permanent DQM in terms of sustainability

v V V V

—> organizational responsibility is needed
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Example 3: duplicates

BP

Title

Name

FirstName

DOB

Address

Zip

City

Segment

Phone1

Phone2

1234

Burt

Edwin

16.07.1945

Hardstrasse 203

8004

Zurich

Individual

044 123 45 67

079 876 54 32

2345

Mr.

Burt

Edi

16.07.1945

Hardstr. 203

8004

Zurich

Private

044 123 67 45

> Timeliness and correctness of Information

>

>

With duplicates, CRM is distracted or made impossible

Wrong segmentation have negative impact to customer care

concepts

Reputation issues after data changes using the example of a
service center (multiple history)

marketing campaigns to same person twice

We don't know the correct amount of customers — this may lead to

excessive shares at the SNB or to wrong reporting

COMIT | 17
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Example 3: duplicates

Amount Historical duplicate development

A

» Time

~27 years
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Example 3: duplicates

Anzahl Historische Dublettenentstehung

A

» Zeit

ca. 27 Jahre
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Example 3: duplicates
Business Case

> Medium retail bank calculated on
CHF 140.- per duplicate and year | | /V:
. T //
> Multiple mailings T

> Manual list matching
> |ncreased administrative effort

> Doubled customer care effort
> One time saving per customer of CHF 100°000 to the national bank

Annual costs

CHF / duplicate 140
Amount of duplicates (estimation) 10°000
CHF / year 1'400°000

Experience from the financial industry: 10-15% duplicates rate
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Example 4: segments

Problem: Telco segment grows since a new CRM system was implemented

Amount

2700000

2500000 -

2300000 -

2100000

1900000 -

1700000

1500000

Amount of customers in segment "Senior"

-

/

Jan 09

Feb 09 Mrz 09 Apr 09 Mai 09 Jun 09

Time

Jul 09 Aug 09

> Within the CRM application, DOB is mandatory

> 1.1.1900 is entered by the users

COMIT | 21
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Approaches (l):
DQM must be anchored in a CRM vision DQ strategy

> For a successful CRM project, a
high degree of DQ is necessary

> Before implementing a CRM

- -
project, DQ must be increased to

the desired level g B

=y ® c

2 Customer Care Approaches _S =

> Sustainable DQM ist mandatory g 52
. . @ =

for an efficient CRM practice 5 . B S o

Distributionskanile
CFSProcesses
Marketing | Sales | Service
CFSTechnology
Lifecycle Managemen{ BPO

Customer data and information
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Approaches (ll):
COMIT Rapid Assessment Data Quality DQ transparency

> The Rapid Assessment helps you Data Quality

estimate today‘s situation of your data
assets, debunk cost potentials and
identifies causes of low data quality.

Business Stream Data Stream

v v
ra

Clustering, Priorization; Weighting
A

O
Advantages: ® -

Focused on one exercise

. Results:
- Standardized procedure Estimation ACTUAL
5-10 implementation recommendations
- Transparent costs
. Project procedure
- Defined result set T~

Business Sream

Basic Analysis
Impact/Rootcause

DAY 1 DAY 2 DAY 3 DAY4 DAY5 DAY6 DAY7 DAY8 t
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Data Governance und Data Quality Manad®

Data Quality Rapid Assessment

Business Stream

Data Stream

DQM
DQM Strategy

DQM Organization

oo

DQM Operations

Resultate:
Beurteilung IST
5-10 Umsetzungsempfehlungen

4

Projektablauf

Data Sream

Business Sream

Grundanalyse
Impact/Rootcause

Bericht

DAY 1 DAY 2 DAY 3DAY4 DAY5 DAY6 DAY7 DAY8 t
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AV

AN AL

Postal Correctness
Duplicates rate
VSB conformity

87.4% W
7.6% W
98.3% %

AV

Core bank application

|-||||1'|

applying IT to the finance industry

DQ sustainability




Conclusion

Data turn into strategic resources:
This requires active data management and a
companywide data governance unit

From a CRM perspective
- data quality is a limiting factor
- data quality must be steered actively
- proactive is better than reactive acting
- efficiency can be increased by ,,good data“

Address data quality issues via business cases

Take the challenge and start an initiative in your
company
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Your reference ,, COMIT

Stefan Hegglin Silvio Aurelio
Manager Consultant
Head of Customer Data Management Customer Data Management

stefan.hegglin@comit.ch silvio.aurelio@comit.ch

+41 79 656 91 45 +41 79 443 2570
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Our references in the range of DQM

7

Allianz . @
Zl...IFu"l:HIEI Suisse @ bankllnth
——
PRICEAVATERHOUSE(QOPERS ,,.» COMIT =E=EE==5

$

swisscom

COMIT | 27 applying IT to the finance industry



	Customer data as a strategic resource – business cases from the financial industry in Switzerland
	Agenda
	COMIT – The strategic topic „Client Facing Solutions“
	COMIT – The strategic topic „Client Facing Solutions“
	Agenda
	Key factors
	Data Quality Management (DQM)
	Chosen Approach
	Chosen Approach
	Chosen Approach
	Chosen Approach
	Project results
	Agenda
	Example 1: CRM process
	Example 2: incorrect customer data
	Factors for an efficient Data Quality Management
	Example 3: duplicates
	Example 3: duplicates
	Example 3: duplicates
	Example 3: duplicates
	Example 4: segments
	Approaches (I): DQM must be anchored in a CRM vision
	Approaches (II):COMIT Rapid Assessment Data Quality
	Data Governance und Data Quality Management
	Conclusion
	Your reference
	Our references in the range of DQM


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


