agll-
solutions

CASE STUDY

How one organisation il Do

-

to vital
business change

A professional membership body were suffering from a range of challenges,
all of which they traced back to the state of their data.

Their communication
with members wasn'’t
always effective or
valuable.

é& As an individual
member of the institute,
| want to receive content
that is relevant to me

as a member. | do not
want to receive content
that is not relevant to my
individual membership,
receive multiple copies
nor find interesting
emails in my junk

folder. 99

Their customer service
was cumbersome,
slow, and frustrating
for the caller and the
representative.

66 As a Customer
Services rep, | want
to identify the record
of the person I'm
talking to as quickly
as possible, the system
often returns multiple
versions, and it takes
so long to pick the
right one — often

it's impossible to

do that. 1)

Resolutions to small
problems created
new problems.

éé | wanted to book
myself onto a refresher
course so | used the
website to do this. |
couldn’t remember my
password so | created
a new account but
then | noticed | wasn't
getting my usual
member discount.

| contacted Customer
Services who resolved
the problem for me
but now | seem to get
multiple comms about
the same events. g9

They spent time trying
to wrangle data instead
of deriving value from it.

&6 As afinance
manager, my team

are aware of the
inconsistent data, and
we spend so much time
trying to resolve it. We
do our best, but we
know we can't always
trust the results. 99




The foundations of transformation:

Agile Solutions established

Data

Governance

early on that Data Governance

and Master Data Management
would unlock the client’s data
potential and allow them to
eliminate the frustrations that

were holding them back.

The Project

secure, accurate,

wherever it is stored
and however it is used.

A solution that ensures
every piece of data is

available, and usable,
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Master Data

Management

The combination of
processes and tools
that allows a business
to identify and control
master data from
multiple source systems.

Our approach then centred around implementing a minimum viable product (MVP), starting
small to deliver value early, and iterating the project to add features and capabilities.

‘ «= PHASE1

Agile engaged the
stakeholders in key
departments (Member
Services, Finance,
Marketing, Events
Management, Student
Administration,
Qualifications) to
establish the use
cases, secure buy-in,
and prioritise the most
pressing issues.

We also defined the
vision and purpose for
Data Governance and
MDM, agreed a testing
approach, and laid the
groundwork to install the
appropriate technology.

‘ = PHASE 2

Agile set the data
quality metrics, created
a business glossary for
a shared data language
across the organisation,
and defined the roles
and responsibilities of
personnel.

Meanwhile, we
installed and built the
new data systems, with
development and test
infrastructure in place.

‘ = PHASE3

Agile trained the

client’s staff on Data
Governance and MDM
concepts and best
practice, refined and
enhanced the data
stewardship model, and
established data quality
standards and policies
for the organisation

to follow.

We also tuned ‘match
and merge rules’ for
duplicate data and
integrated additional
data sources into the
framework.

‘ = PHASE 4

Next, we rolled out

the data roles and
responsibilities within
the organisation, set
compliance monitors,
tested integrations,
created initiatives for
continuous improvement,
and finished creating a
knowledge base among
the client’s teams.

Meanwhile, we
designed a support

and maintenance
model for the data tools,
which subject matter
experts discussed with
stakeholders, as part

of their continuing
communication and
engagement strategy.
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In Numbers...

The project reduced
the customer
record duplicate
count by over

of duplicate
data eliminated

The Results

The organisation’s relationship with data has
changed dramatically for the better, culturally
and procedurally.

© The organisation has a ‘golden record’ —
there is no uncertainty about data’s accuracy

© Now that there are strict ‘validation criterid’,
low-quality data is eliminated

© The data can now form the basis of future
integrations that augment the golden record

© ‘Golden’ data flows back into the system,
creating a virtuous circle of data quality

4M

unconsolidated
‘customer rows’ were
reduced to just under

™

Which means the organisation:

© can now trust the insights from its data, saving
time and money, and driving new initiatives

© handles data the same way in all departments,
eliminating inconsistencies and duplication

© encourages business-wide accountability, for
improved data handling and collaboration

©@ improves customer experience through relevant,
timely communication and accurate records

Is inconsistent, inaccurate, untrustworthy data

holding back your initiatives, costing you money, and

undermining your relationship with data? Our team can ¢
advise you on the best approach for your business.

v
e
¥

it
°
°
[

se
Sussocas Hawe

fscogw
isse @i

13 200
vro8 8

reaseml TWan

iaam®d Shan



https://www.agilesolutions.co.uk/contact-us/
https://agilesolutions.co.uk/contact-us/

