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Speakers introduction

Thomas Godefroid > Thomas Godefroid
— Senior manager accenture
— 10+ years of experience in IT with a constant Process & Information Management

focus to bridge the gap between BU and IT

— Expert in Business Intelligence, Bl Strategy
and Governance, Data Management
&Architecture combined with strong +32 477 59 69 00
PrOJeCt/Program management skills thomas.godefroid@accenture.com

— Master in Civil Engineering: Electricity and
Mechanics (ULB)

Waterloolaan 16 Boulevard de Waterloo
B-1000 Brussels

Ali ElI Maghraoui > Ali El Maghraoui
— Consultant accenture
— 6 years of experience in Bl and ETL projects Process & Information Management
— Expertin Bl and ETL architecture, Data
Warehousing and Data Modelling Waterloolaan 16 Boulevard de Waterloo
. S . . . B-1000 Brussels
— Master in Civil Engineering: Information
Technology (ULB) +32 499 56 67 18

ali.el.maghraoui@accenture.com
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Accenture at a glance...

Worldwide
« Accenture is a global Management Consulting, Technology Services and Outsourcing
company.
* We enable our clients to become high-performance businesses and governments.
« With approximately 246,000 people serving clients in more than 120 countries.
* Turnover FY11: US$25.5 billion

Accenture BelLux

+ Offices in Brussels & Vilvoorde
+ Office in Luxembourg
* 1,300 employees

——— Operating Model

Comm. || Financial || Govern- || Products Re-
& High Services ment sources
Tech

Management Consulting
I | S | B | |
Technology

I | S | S | A S
Outsourcing
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Process & Information Management

Bfusir}lesst_lntell_ig?nce its the c?fability Data management is the capability of Qna!ytics, onefog\ the 4t speBatheaq
o g e ati1g 10, ata  contrling, protecting and DUsineeses of Acceniirs Beluc 108,
to generate knowledge and value facilitating timely access to good processes, to generate insights that
for the organization guality data drive business decisions

INFORMATICA

; The Data Integration Company™ Jusas® Micmsoﬂ
=== = Mkl'dmy ORACLE e_avanade‘g
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Objective of today’s guest lecture

The goal of this guest lecture is to show you:

What to expect when How a Bl project is
you start your commonly approached
professional career and organised

© 2012 Accenture All Rights Reserved.



Introduction

Mobistar customer case management

Offshore outsourcing

Introduction to analytics

Q&A

© 2012 Accenture All Rights Reserved. 6



1. Introduction

 QOverview of Bl essentials
* Methodology
 Mobistar case context



Overview of Bl essentials

Introduction to Business Intelligence

» Business Intelligence is the capability of collecting,
integrating and analyzing internal and external
data to generate knowledge and value for the
organization.

» Today's decision-makers urgently need accurate
and on-time information for a complete and up-to-
date insight into their business.

« Business Intelligence provides decision makers
and knowledge workers of an organization with
bespoke functional components:

Ad-Hoc Queries

Analytical Processing (OLAP)

Dashboards

Data Mining

Etc.

o O O O O
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Overview of Bl essentials

Business Intelligence in the market

Business organizations with advanced analytical capabilities outperform others

Market Performance Research Findings

2002 - 2009
250% -
®
Analytical
220% 1 leaders ] _ )
Companies that invest heavily
190% ~ in advanced analytical
capabilities outperform the
160% H S&P 500 on average by 64%
S&P 500
130% - Index
100% -
20% | M;‘” Companies that invest heavily
in developing analytical skills
40% . . . . . . . and adopting an analytical

mindset recover quicker from

2002 2003 2004 2005 2006 2007 2008 2009 economic downturns.

© 2012 Accenture All Rights Reserved. 9



Overview of Bl essentials

Business Intelligence in the market

Market research by Gartner believes that Bl is a top priority for the majority of C-level executives. Bl
Is about the ability to collect and analyze internal and external data can dictate how well an
organization can generate knowledge, and ultimately, value.

Top 10 Technology Priorities

Business intelligence, analytics, performance

management 18

Enterprise business applications
Data and documentmanagement & storage
Service-oriented applications and architecture

Mobile technologies

Networking, voice and data communications
(unified communications)

Cloud computing
Security technologies
IT management
Virtualization

Governance risk and compliance (GRC) applications

Software-as-a-Service (On-Demand
Hosted applications)

Social networking
® First choice
Enterprise mashups
¥ Second choice

GreenIT Third choice

0 10 20 30 40 50 60 70
Percentage of Respondents

Source: Gartner EXP (May 2011)
© 2012 Accenture All Rights Reserved. 10



Overview of Bl essentials

Bl Architecture

» BI Architecture ensures that the data that underlies an organization is available, accurate,
complete, and secure.

» Multiple Bl architectures exist. Each architecture has it pro’s and con’s
» Effective data architecture relies on Processes, People and Technology

Legacy DWW

Corporate

Business
Unit

Sub
Transactional

Third Party

Security

Operations

| StrategyVision | | Demand Planning| | Capability Definition || Release Management | | Standards | | Skills/Training

Data
Population

Integration

=EA|

= Puhlizh-
Subscribe

Extract
Transform
Load

Enrichment
= harmonization
= demographic
= ineage

=etc

| Technical
Data Manag
—
- Master
Data
Structured
Information e T
Operational Data
Store (ODS)
Subeet orean
Cleannad
and
| ntegrated
'l-._____—_____.-l'
N
1 ey
Exploratory
Warehouse
Uttt Lied Load & fluih
information

an damand

-
=

Business

ement
g
‘-..___________________.-"

Atomic Data
Warehouse

""-.________________..-"

| Schedule [ Audit | Error Handling | Backup/Archive

Publish /
Alert

PM

e —-

Reporting

Query

External
Application

Analytical
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Methodology in a nutshell

A key success factor for the delivery of Business Intelligence projects is a structured and
proven methodology:

Project Managemant

Plan Immlml wul Tost Inoplw

The ADM for Business Intelligence incorporates T e
Accenture’s implementation experience s
harvested from real life engagements : -

| | | | | |
| Training & Performance Suppon
| | | i | | | |

| Service Introduction

It provides a full set of process and sample

deliverables covering all aspects of a system =
implementation and across all project phases. l[
The “Project . =T
Managen]]ent” work |\ — T —
As well as tasks for the design and et o 010 | e
development of the system components, ADM  management activties. || e
is a complete methodology that defines the L — J c Detailed activities for
project approach for project management, data D e — ' the “Plan” stage are

migration and cutover, change management,
guality management and risk management.

ADM also provides a standard estimator tool
including off shore components.

The “Define Solution
Blueprint” activity is

broken down into its

individual tasks.

© 2012 Accenture All Rights Reserved.

Plan Project

%
| expanded.
Trarditon
Fianning
Detverables

Define Applcation
Solution

Define Technical
Archiscture Sclution

Define Change
Enablemant Solution

Obtain
Stakeholder
Agreemant
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Methodology based on the V-model

V-model
Plan Analyse’HD Design Build Test Deploy

<\ User

acceptance
test

/

I} Functional <\ Product
design test

\ 1 i
test
Technical Ve"fy S
design /
Assembly
test

N\
k\m n/
IR
N
+ 3 key words

/
A4

o Validation: Doing the right thing

o Verification: Doing it the right way

o Testing: Right things working right

To avoid rework there is a validation and test step included for each phase in the development
lifecycle

Requirements

i

—

Q&‘\
™ /—*

* The earlier issues are discovered and treated, the lower the cost

© 2012 Accenture All Rights Reserved. 13



Mobistar case context
Mobistar & Accenture partnership

Mobistar is a major Belgian Operator delivering mobile telephony and fixed telephony
solutions to sole traders, small and medium enterprises and large companies.

Accenture’s Main
Contributions Over the Years

In 2002, Accenture implements In 2005, Accenture is selected for In 2008, Accenture is selected as
the client’s Mobile Number the AD/AM of the client’s Data outsourcing partner for its CRM,
Portability solution based on Warehouse and related ETL flows Data Warehouse, Reporting and

webMethods integration based on Oracle Warehouse Service Provisioning domains

technology Builder

2006 2007

In the context of the
In 2004, Accenture automates the In 2005, Accenture implements all In 2009, Accenture is selected as implementation of
client’s mobile service provisioning ADSL and VOIP provisioning outsourcing partner for its ERP Comverse 1, Accenture
processes on the webMethods processes on the webMethods (finance and supply chain) is implementing the
platform platform domain new DWH

© 2012 Accenture All Rights Reserved.



Mobistar case context

Introduction to customer case management

Global context:

Due to the recent negative media attention for customer service in the telecommunications
market the client, Mobistar, is investing in a new cross-enterprise platform that would improve
customer service and enable close follow-up

————

Bl requirements:

» Provide a solid base for management reporting and analysis on case management and
customer interaction data in order to gain a profound insight in and a true control of the case
management and customer interaction subject areas.

+ Organise case management and customer interaction data in an understandable way,
allowing for query performance and extensibility.

» Lay the basic foundation for future integration of the case management and customer
interaction data with the rest of the Bl infrastructure through the use of conformed
dimensions.

© 2012 Accenture All Rights Reserved. 15



2. Mobistar case

REQUIREMENTS

Typical Role(s): Business Analyst

/In[:_)ut:

* Reporting needs
« Business processes
o

/Outgut:

» Project scope

* Requirements traceability matrix
-

I V-model




Requirements

Type of requirements

The requirements for the data warehouse and ETL are based on the reporting
requirements.

Higher level statements of
the goal, objectives or
needs of the project

Types of Requirements:

Th ds of icul BuSINess Capabilities the system

€ needs of a particular requirements . !

stakeholder or class of g will be able to perform in
stakeholders terms of behaviors or

operations

Detailed requirements:
* User requirements
* Functional requirements : :
 Data requirements Describes environmental
conditions under which
the solution must remain
effective or qualities that
must the system have

Information the system or
user requests/provides to
satisfy an user
requirement or functional
requirement

Technical requirements

© 2012 Accenture All Rights Reserved. 17



Requirements

Type of requirements

The requirements for the data warehouse and ETL are based on the reporting
requirements.

Provide a solid base for
management reporting
and analysis on case
management and
customer interaction data

Examples:

Get the number of cases Bu_smess . o .
per customer, contract, requirements Build and maintain a daily

case, problem area, snapshot storing the open
agent, group queue cases

\Detailed requirements:

« User requirements
« Functional requirements
« Data requirements

Keep history of open
cases

Data must be available at
8 am

Technical requirements

© 2012 Accenture All Rights Reserved. 18



Requirements
Requirements gathering

The way to gather requirements should be adapted to the client’s organization or group
dynamics.

Requirements gathering methods:

BEFORE

Gather knowledge
on the subject area

Prepare documents

|dentify business
users

© 2012 Accenture All Rights Reserved.

DURING

Maintain detailed
documentation

Clearly explain your
goal

Regularly
summarize your
understanding as a
first validation step

AFTER

Send meeting
minutes as a form
of validation

Summarize all
requirements into a
single, detailed
document




Requirements

Example Deliverables

The outcome of this phase should be a single document containing all requirements,
validated by all business users.

Detailed Requirements

Technical Design Stage Build Stage

Requirement | Short Description Release |Priority 1 Design Technical 1 Design D Code Object! |Code Interface { Graph Test Script Test Condition
D Number [(H.M.L) |Requi Comp D Component Component F F
- ID or SOV Reference Reference Reference
| Reference
A The system must allow to answerthe | DWHV4 H 1 §3.7 Subseriber Oxygen - DFS Common
following question: How many Dimension Dimensions vi.x.x.dock
i subscribers do we have?
2 The system must allow to answer the DwHY4 H 1 §3.6 Account Oxygen - DFS Common
following question: How many accounts| Dimension Dimensions vi.x.xa.dock
do we have?
3 The system must allow to answer the | DWHV4 H 1 §3.50ffer Oxygen - DFS Common
following question: How many offer and Dimension Dimensions vi.x.s.dock
| bundle instances do we have?
414 The system must allow to answerthe | DWHV4  |H 1

following question: What happened
during the subscriber’s lifetime?
5 The system must allow to answer the | DWHV4 H 1
f following question: What happened

i during the account’s lifetime?
18 Build and maintain the installed base DwWHV4

H 1
:f 161 The granularity of the installed base DwHY4 H 1
should be instantiated offers and
I bundles
1682 The installed base must be enriched with| DWHYV4 H 1
H Account information
183 The installed base must be enriched with| DWHV4 H 1
R subscriber information
The installed base must be enriched with| DWHYV4 H 1
i offer or bundles details
| The installed base must be enriched with| DWHV4 H 1
U offer or bundles instance details
187 The installed base must be enriched with| DWHV4  |H 1
device information
17 Track each Offer andfor Bundle DwHv4  |H 1
| movement
HAKA The granularity of the offer or bundle DwHY4 H 1
| movement must be one line per event at)
il offer of bundle level
vz The offer or bundle movements must | DWHV4  |H 1
be enriched with offer andfor bundle

173 The offer or bundle movements must | DWHV4 H 1
I be enriched with previous offer andfor
| bundle details
174 The offer or bundle movements must | DwHv4  [H 1
h be enriched with offer and bundle

L instance details
175 The offer or bundle movements must | DWHV4 H 1

1 be enriched with account information
78 The offer or bundle movements must | DWHV4 H 1
be enriched with subscriber information
» M| Document Control .~ Business Requirements .~ Detailed Requirements | RTM . #J [I] 4| il

© 2012 Accenture All Rights Reserved. 20



4 ™\
Input:

* Requirements traceability matrix
O Existing applications

KOthut: A

* Functional design
» Technical design

2. Mobistar case (- Testplan y

ANALYSE & DESIGN

V-model

Typical Role(s): Functional Analyst




Analyse & Design
Dimensional modeling

While no unigue solution exists, it is imperative to use a common modelling approach
and technique throughout the entire data warehouse/organization.

Common modelling techniques

Normalized Dimensional

» Several levels exist (NF)
« No redundancy Snowflake Star

« One concept, multiple « One concept, one
dimensions dimension :
* Reduces storage need * Reduces reporting effort

Common modelling approaches

Inmon Kimball

An enterprise has one data warehouse, Data warehouse is the conglomerate of all
and data marts source their information data marts within the enterprise.
from the data warehouse. In the data Information is always stored in the
warehouse, information is stored in 3rd dimensional model on the atomic level
normal form.

© 2012 Accenture All Rights Reserved.



Analyse & Design
Dimensional modeling

Below an example of reporting (star) data model of the DWH

:
pen cases

— Date key — Date

Account name

Account status Case key Day

Account key

Agent key
Group queue key : .
Case age
Case key Agent key
—
Case problem area e Agent name

Case description Group queue Agent department
dimension

Group queue key

Group queue name

Group queue focus

© 2012 Accenture All Rights Reserved. 23



Analyse & Design
Dimensional modeling

Below an example of logical data model mapped onto the physical data model

DIM_ACCOUNTS FACT_OPEN_CASES DIM_DATES

column data type column name data type column data type
name

date_key number(20) name

acct_key number(20) date_ke number(20

¢ case_key number(20) — —< (20)

acct_nm varchar2(50) R — date datetime
acct_key number(20)

acct_status_cd  char(1) day varchar2(20)
agt_key number(20)

grp_queue_key  number(20)

DIM CASES case_age_num  number(8)

column name data type H
case_key number(20) DIM_GROUP_QUEUES DIM_AGENTS
case_problem_  varchar2(50) D— column name data type column name data type
area_desc
grp_queue_key  number(20) agt_key number(20)
case_desc varchar2(100) 5
grp_queue_nm  varchar2(50) agt_nam varchar2(50)
grp_queue_focu varchar2(100) agt_depart_nm varchar2(50)
s_desc

© 2012 Accenture All Rights Reserved. 24



Analyse & Design

Reporting

Example report: the report should show the case with the customer and should contain a standard
filter “most recently created case for every active customer (customer_status = A)”.

DIM_ACLLUC. TS

Business
name

Hidden (key

column
name

acct_key

acct_nm Customer

s_cd
Filter

Customer
Status codg

DIM_CASES

column name Business
name
case_key Hidden (key)
case_problem_  Case Problem  <€—
area_desc Descriptions
case_desc Case
Description

© 2012 Accenture All Rights Reserved.

4_1_ case_key

R0 #rovevcases

Business
name

Hidden (key)

column name

acct_key
agt_key
grp_queue_key

case_age_num

DIM_GROUP_QUEUES

Business
name

Hidden (key)

column name

grp_queue_key

grp_queue_nm Queu Grop
Name

grp_queue _focu Queu Group

s_desc Focus

—

DIM_DATES

column Business
name name

date_key Hidden (key)
date Date Time

day Day of Week

DIM_AGENTS

column name Business
name
agt_key Hidden (key)
agt_nam Agent Name
agt_depart_nm Agent
Departement
Name

25



Analyse & Design

Extract, Transform and Load

Based on the requirements, identify all the entities and attributes required

cases customer
contract problem area agent group
queue

cases opened
closed defined period

cases
group agent

team performance
: _ closure date
first assignment date

session who

© 2012 Accenture All Rights Reserved.

Case
o Status (Open,
Closed, ...)
o Date & Time
o First Assignment
Date
o Closure Date

Group Queue

Point Of Sales / Agent
Team

Session

Problem Area
Customer

Contract

26



Analyse & Design

Extract, Transform and Load

[ Strategy/ision | [ D | Planning | [ Capability Definition || Release Management | | Standards | [ Skills/Training |

[ Hetad Business

Data Data Management
Population
— 7
The Case Igaration Contract
* Publish- — Publish / !
Management b R Hhoter Customer and
operational data Corporate ; ——— :
. Extract Operational Data Offer data WI” be
will be extracted ez Transform | | T Stare (0D5) ] oy
nr
from the ——
: S '1 | nimﬁgﬂmm I the data
Operatlonal Transactional Ehnrichma?_m @ Warehouse Itself
= harmanization H : nalytica
System Third Party ::?:;naog%raph\c u:wgtruc:tgm External
[ IMFGTMEL S0 Application

Authentication Authorization Connection

Operations Capacity Transport Schedule Audit Error Handling Backup/Archive Performance

|dentify the source systems that stores data related to these entities

« The source system can be:
o an operational system
o an ODS (Operational Data Store)
o an external data coming from external provider
o the data warehouse itself

= The guideline is to not reinvent the wheel, and use the most integrated data

© 2012 Accenture All Rights Reserved. 27



Analyse & Design

Extract, Transform and Load

Below an example of transactional (relational) data model of a source system

AEENT =TI SEEELSH AGENT_CTI_MNUM DIALED AGNT_FROFILE_GRF_QUELE AN OFER_GRF_OOELE N
AGENT OT1 SREHQMN 1D AGENT CTH AL DL ED I AGHT PROFIE GBEP SUEUE I
kel Fr 2] on PE  [AGNT _OPEE_GRP QUEUE D PR | LSEE CATA_ D
FHE | ASERT_IE FEA | AGEMNT_ID FEZ | GROUF_SUELUE_ID at
MM CALLS PHSHE_HUMBER_BIALEDR FHA | AZENTOB -" B b ﬁf:h‘i:uln USER_MAME
TaTAl sl TiME ] ASVIE LAABER FI | SROUE QUELE_ID Al s va‘_‘-“'-
PR | FARRENT INTERACTIZN I SRESLETRE FLAZ Fi | ASNT nru_lﬂtnn_nu:u: e UEEATE 8
e i " e e
on r om DATE_EMABLED - -
- 11
- AGEMT &n 11 | 1,1
CALLLOG o1 [Pr [aGENT IO -
PR [CAll Loo n i AGENT NAME
PRI | INTERASTISN ID T o
TEAM_ID -
DESCRIFTION - u_w‘—u-.n.-u'r 1] . LooHLE
|:|I|-| FORWARD_TO: AGERT_ID B =
Rm:lnu_m.m..n ALK EER L AT IS 5 Lonwus n
ORSOLETE_FLAG n
BATE_ATLET . léggl:u;%ﬂrqmnv_unl:
DATE END ™y o4 0,1 [ [ K] EERE—ETAME e
BIALEE_HUMEER I EERLEET ConE_sTE
CALLING_NUMBER INTERACTION FODE T
P PE |EEQUEST |0 TEXT_STRIMNG P
- REQUEST_INTERACTION 11 on PAREMT, Le:s-e}l-:l._lp EAT_NAME
Eri B Lo = - FARENTLOCH LR
EHATLOD (SR J:H-n:n a-unl_lu_nu:u: =] P e 'ENF%E“L:;:SNTAET_ID I.I'-"-'-TI:IHDGH. AmEE FLAS
Bl [CUAT o R e T o gn | Ees (mEouEsTID D o|Feil | ASSIGNED GROUR GUSLE_ID R NUSABER
11 REQUEST_ID ) 4 PR [INTERAD =] K] ez | ASSIGHED_ AGENT D .;.:.;L.Hﬂ_m
FRY | INTERASTICN_IF rln"'r_,l.:!wu_,l.nru'r_m ' DATHE _ENTERED RELATED ™ P
DE,,i;nlpTIDN Faka] FIRST CONTACTEDBY _AGMT_IC LISTORDER FRWLE?{R L
QI.I.NE'H._.AQENT_.D - FEVIEISN HURBRER PROGRE ST 5_LKP REQLUREST_REL
RF'-"ISIGH_NI.IIIBEH RELATED TV'PWP DRSOLETE FLAG PFHMAFI‘Y |N-rE|:|u;-r|-.jN [1=] =
ORSOLETE_FLAG PROGRESE =TATUS LKP FH | PRERLET P |BEQUEST REL 1D
DETERMINED: PRIODRITY LKP FRODLUCT le'mN-:.E_ID o 14 -
INT RIGIN_LEP SURIER_ e _onm S E PR S LIRS =]
RELATED INTERACTIGN_ID FIRST As.c-lnn .ArEN-r =] -t FHZ |REQLUES [+]
E INTERACTION LOG PRIGIRITY ezrATATER FL AR RESLUEET _MEL_RSLE LEe
FK_|E NTERACTION LOG D DATE_ENTERED Bt AL PR 14 Deremaen o
i -
TN EE:I;%WEEH o1 SGROVE SLUELE o, CONE_CASE_STATLIS _LKP REVISIC LBRER
FEA |INTERACTION ID s - - AEEALE LA S
AEREELA TAR B ESCALATED FLAG B PE [GROUR Sumue i - e T L
AmenTaE CRSOLE =) oA on
RELLTER TR ] po ~ ARSUR_SUEUE_HARE
ACTICN TYFE_LKP ' n DESCRIPTION "
ETART TIE ]h?&‘:’hﬂ_”*:f:g'ﬂ \
ENDL TIME = -t USER_NOTE
ARERLETE_ELAS BEWIZISM_MLUMABERS o
CRSOLETE _FLAG 4,4 |PK |USER NOTE 1D
11 tn Bio MAKE
1,1 n:[__.'..'F:E\. TEL_KLARAE
MESEAGE - 0 = ! FELATECD L
i ] AT =TEi |
FH  |MESSAGE 1D CUSTOMER HEtATEE\r'I.NT |l|_i;a =
[z Eor HETE_TYEE_ITRP
FEd | INTERACTICN ID P CUSTORMER I E 1
EENBEUDDHEGS o B [BRARLST B HCTE!
FECT | IMDIIDAULAL | e INTERNAL FLAS
IMPoRrAN::LL SREBAHIEY A_IE B ARLST_MARSE gg‘-sﬂgll_ﬂ: LBARER
ENDER_EMATL ADDF!E 5 o BEVIZION NUMBER DESCRIPTION
D ey = SE3cLE 0,1 PROBLST SATESORY LK COME AUTOGER Fiac
FPROCESE STATE_LKFP CIME Accwur IMTERKAL 1D PRODUCT TV'PEgI. P CENE_CURTOMET 1D
TRAMNSFER_ENCODIMNG LKF caul: ASSBLUHT  ERTERLAL I B =ROUR_SUEUE_SLS wWEREIEH FILIMEER CONE_IMDIVIDLAL 1D
pesaLrd CONE_HIER_ACCOUNT_INTERHAL_ID FH |E aRcur curue 3LS D BaTEERE™
REASDH L BATEEHD
TRAZHI IJIJMUER o1 E_ELe_ e
FEl |GROUE ouEUE IDx
MTFJ{ITIRED 11 PIEVIEHTH_HLRA H'I:H
REVIS UMBER e CESOLE o1 B ERa
SRSOLE LA HLE\-:':'FTEE':J AmE -
PE | INDIAY UL, 1B RILER . [5]
Nul.E.unulur. i
REVISION NUMBER MM GWERDLIE
A el (=12
VEASE REVIEISH_NUMBER
CRASOLETE FLAG
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Analyse & Design

Extract, Transform and Load

It is recommended to provide visual representations of the functional design to enable
a quick high-level understanding

DWH - Case Management & Customer Interactions

C5 — Create & prepare case tables

DIM_CASES_YYYYMMDD REQUEST DELTA INDIVIDUAL DIM_GROUP_QUEUES DIM_ACCOUNTS
{DWH — Table D-1) (DWH — Dataset) {CMV - Flat file) (DWH ~ Flat file D-0) (DWH ~ Flat file D-0)

LOOKUP DIM_SUBSCRIBERS_V
(CMV ~ Flat file) (DWH — Flat file D-0)

SOURCE

DWH.DIM_CASES DIM_CASES V

(DWH — Table) (DWH — Flat file)
DIM_CASES DWH.FACT OPEN_CASES
(DWH - Flat file) (DWH ~ Table)

[
w
Q
14
<
-
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[lngut: h
* Functional design
* Technical design
» Client / Accenture coding guidelines
- J
/Outr_)ut: h
« Code
» Installation guide
\ J

2. Mobistar case

BUILD

Typical Role(s): Developer




V-model

Build

Extract, Transform and Load

The code should be developed such a way that it should be easy to do the mapping
between the functional and the technical components

FPURPOSE

This graph builds the warious Dimensions and Faets required for Caze Management.

MANDATORY FARAMETERS _
Comments run_id_mgt Lookups
- P_RUM_ID : run_id of the load

V START LGAD DATE @ Start Date of processing pariod (YYYYMMDDHH24MISS)
-W_FILE_DATE_SUFFL« @ Start Catetime of processlng period G RAMDD)

RV END LDAD DATE : End Datetime of processing period (YYWMMDDHH24MISS)

R DUTPUT DML AGENT @ reusable dml to avoid embedding
=W _START_LOAD_DATE_FPREY : Start Datetime of processing period -1 daw (™A DE0

OFTIOMAL PARAMETERS

The functional component C5 in which
s the Case dimension and Open Cases
daily snapshot are covered by the
technical component “C5 Create &

Prepare case tables”

/ C8 "Create
" " C4"Create case notes
) T session dimension”
Es tables"
handling™
C10 "Create
dim_event_types™
C9"Create &
prepare
C5 "Create & event tables™
C2 "Create prepare case
dim_group_gueues™ tables™
C11 "Appenid
Fact_event_log"
. . CT "Append
C3 "Create C6 "Update .
dim_agents" ‘ Fact_case_milestones™ [ (e D T

© 2012 Accenture All Rights Reserved. 31



~ V-model

Build

Extract, Transform and Load

DWH - Case Management & Customer Interactions

C5 — Create & prepare case tables

The code should be developed such a
way that it should be easy to do the
mapping between the functional and
the technical components.

DIM_CASES_YYYYMMDD
(DWH ~ Table D-1)

REQUEST_DELTA INDIVIDUAL DIM_GROUP_QUEUES
(DWH - Dataset) (CMV - Flat file) (DWH - Flat file D-0)

DIM_ACCOUNTS
(DWH ~ Flat file D-0)

SOURCE

C5 "Creste & prepare case tables" [Read Only]

DIM_CASES V.
(DWH — Fiat file)

TARGET ‘\

DIM CASES
(DWH = ria. Sal

OIM_CASES
(1)

RFT:

Keep
regquired

fields

Oim CRSES W

o L Ll
Py DOurable

ey

'
C3n - - '
" RFT:
ik ’ o .I‘k
scdf

FACT OPEN CASES
FLT: i ;

- RFT: ‘
caze_curr_status_desc B ]
WET I Fact open cazes '
["Closed” " Cancelled"]
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Build

Reporting

Bring in the necessary tables and start constructing the star schema. Define the logical
entities (on the right hand side)

¥ Designer - DWH - Mobile Data - [Hans De Jonghe - bomain™obistar651] ;Iilil
File Edit Wew Insert Tools Window Help ;lilil
N H SR +=e2ans - | BIESE|([E@EEo S|
R A e e T e
bRV I |
= -
DWHFACT_DAGE_MDATA 3

(28 Hidden

< | 2l
@ v B[

DwH.DIM_DEVICE_FEATURES

OwH.OM_COMNTRACTS

|c:DNTHAc:T_r\JH

DwH.DIM_DEVICES

Dil_DIEYICE_IDH

4302

< |

© 2012 Accenture All Rights Reserved.

}—< DEVICE_ID
DEVICE_MR

T4
OwH.OIM_ROA RN G

FROAMIMNG_ME

5
OwH.OIM_TARIFF_MODELS

H.OIM_CUST_TYFES
CUSY_TYFE_ID

TICKET_TYFE_DESC
CUST_TYFE_CD
TICKET_RaTING_CO

SERVED_PARTY_PHOME_RUM
SERVED_PARTY_IMSL MU [EIRHETHL EUSEGEERS |
SERVED_PARTY_IMELRIUM
EVEMT_OTHR

APr_DESC

ORIGIN_DESTINATIONS

[TaRFF_roDEL_rR

1487
OwH.OIM_USAGE_SERVICES

[useGE_sERVICE_MR

135

OwWH.OIM_DATES

DATE_MF

(O H.DIM_ORIGIN_DESTIMNATIORNS]
|DF|IGIN_DESTINATIDN_NFE
FE03

DwH.OIM_SALES_AGENTS
|SALES_AGENT_NF=

DwH.OIM_TERMINATIONS |
|TEF!MIN.¢\TIDN_NF! |
67

D H.OIM_ORIGIRN_DESTIMATIONS |

Join notation: Very e
Similar to EER:
example
Crowfeet notation

Join notation: outer join

Logical ordening

e

[ratir [l

[--: 48,32
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Build

Reporting

Result Objects

=1 sls1|=(|| 2|

Case d
Case ld URL
Case [d URL2
Caze Quality
b of Cases
Last Case |d
Case Dates

Case Duration

Casze Custormer Infarmatiof [CC1
Caze Information [C1]
Caze Detailz: [CD]
Caze Incident & Wwhiteboal E [Chas”
Casze Technical Descriptioh [CTE]
Casze Incident Location [CR]
Caze Billing & Payments [JBF]
Caze Hesolution [nformatign [CRI]
Caze Motes [CH]
Caze Interested Parties [H1F]
Casze Related Caszes [CRLC]

B [Caze Creation Date Timw Creatio...l

@ Cllevelz |

Case Creatio...l

& CCl Customer I

&\Casem urL |

& Casze Closed...l

& CD Er

& CD Errar Me...l

& CClBscs Cu.. |

_l=]x]

& CCl Custorn...

B Cl Caze Type

& Cl Level 3 I
& CCl Customn... |
& Case Closed...l

& CD Phone NI
& CCl| Contact |
B Cl Azzigned |

& Case Creatio...l
& Chkl Segment |
& CCl| Contact |

B Case Creatio...

& Case ld |
& Case Closin... |

Logical ordening: same as in

metalayer

Conditiohs

They select what they want to see

qual ta Current Date - ‘II

—

Case Time Log [CTL and i i i
! ase Time Log [LTL] CLl Customer Different from NONYMOUS | Filters according to their needs
las| Case Comespondence/bdgt [CTM] » ndl
- (] B CCl| Customer Type Mot in list 'DealerstYMHO Telenet Customer,PERMLU;T eam members'
EIREY | £ cript And
~ B CD Source Equal to 'CTI'l
- (s And
B Caze Creation Group Marme Mat in list \ADSL Provizioning Bus:BOT Mabile:Buz Biling Support:Credit & Collection Hardware:Cuzstamer RelationERI/MOCEntra:HiCare I THO /S5 AEDT Aobile Dhata Tearm|
And |
B Cl Case Type Different fram 'AIett'I
And |
& Cl Level 1 Different from ‘|ncoming Document'l
And |
& Cl Lewvel 3 Different from 'Callback'l
N
B Case Creation Group Mame Different from 'N.&_X'l
‘ _}I \
‘ ol | falhTs HI 4 | | _'I
‘ DOptions... | Save and Cloze Wiew. .. I Run Cancel I
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4 R
Input:

+ Testplan
. Test data

p
OQutput:

Test report

2. Mobistar Case

Test

Typical Role(s): All of the above




Test

Test steps

* Preparation:
— Define your test approach
— Write your test plan
— Define your test data requirements

« Execution:
— Initialise your test environment
— Execute your test scripts
— Log the results in a detailed manner
— Follow-up for issues encountered (& re-test)

« Communication:
— Regular meetings with the team
— Regular reporting towards the client
» Adapt message based on recipient’s needs

© 2012 Accenture All Rights Reserved.
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Test

Test phases

Below the different test phases are shown:

code: customer_status = “A”

Build Component Tests each individual operation
test individually test: count customers where status <>
A
Technical Tests the sequence of individual test: the application runs E2E without
) Assembly test :
design operations an error
N
I' Technical ‘I Performance  Tests the performance test: does the application run within
j design j test parameters of the application 30min
Functional Tests if the application meets test: for every active customer the
: Product test : : .
design the functional design most recent case is present
User : . _
: Tests if the application meets test: all recent cases for each
Requirements | Acceptance : :
the business requirements customer are present
\_ ) Test

~———> Integrated across DWH and Reporting
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Test

Example deliverable

Cycle ID Test Cycle Name cT Test Script Hame Test Script Type Test Script Description Test Script Expected Result

Identify a new case in the source and check the source_id in the dimension. The

TC.05 new case should be added to the table and should have received a new case

Case Dimension Mew case Delta TD_82 The new case was added and has received a new durable case key

SELECT®
FROM DIM_CASES
WHERE case_curr_status_desc NOT IN (‘Closed','Cancelled’)

TC_06 | Open Cases Fact T5.77 | Open cases count Regular TO_72-TO_73 Check that the nurr!ber of open cases in the difnension corresponds to the The number of opef\ cases in the dimension corresponds to the AND valid_ind
number of records in the fact table (for a certain date) number of records in the fact table
SELECT"
FROMFACT_OPEN_CASES
WHERE date_key=
SELECT case_key, [
Check for atleast 5 open cases if the case age is correctly calculated [date_key c cage_creation_dttm) AS elapsed_time, case_creation_dttm
TC_06 |OpenCasesFact TS_78 |Case age Regular TD_62 23:5959 - creation_dttm) The case age is correctly calculated FROM DIM_CASES
WHERE valid_ind = V"
SELECT"
TC_06 |OpenCasesFact TS_79 |Case quantity Regular NIA Check that for all records the value for case_gtyis equalto 1 For all records the value for case_qty is equalto 1 FROMFACT_CASES

WHERE case_gty<> 1

SELECT fe.case_key, de.case_source_id, de.case_source_cd, da.acct_source_id,
da.acet_source_cd

FROMFACT_CASES fc, DIM_CASES de, DIM_ACCOUNTS da

TC_06 |Open Cases Fast Ts 80 | Account Regular TD 83 Check for 5 sessions in the fact table if the account which it is linking too is the The account which the record s linking too is the correst one WHERE fc.case_acct_key = da.acct_key
- - - correct one AND fe.case_key = de.case_key;

SELECT®
L4 FROM REQUEST req
Test Script ID Hequiiement Delta? Source Description Comment sSaL
SELECT®
TC_08| FROMETL_REQUEST hist, ETL_REQUEST curr
There must be atleast one case that existed in the previous extract and WHERE hist.drop_no =1
TO_81 Data Delta that has changedits assigned_group_queue_id (and that had a value AND curr.drop_no=2
before) AND hist.request_id = curr.request_id
AND hist. assigned_group_queue_id IS NOT NULL
/ AND hist. assigned_group_queue_id <> curr. assigned_group_queue_id;
SELECT®
FROMETL_REQUEST curr
TC_08) T0.82 Data Delta There must be atleast one case record that did nat exist in the previous ‘:;‘Ig EIECI?F?;(T‘SI?F‘;—[QOELEZCT .
e FROMETL_REGUEST hist

WHERE hist.drop_no =1

AND curr.request_id = hist.request_id);
4 SELECT®

FROMETL_REQUEST rq

WHERE rq.customer_id IS MOT NULL

ik - There must be at leaste one case record with an obsolete_flag setto 0 ANDrq.obsolete_flag+0
- TD_83 Data Regular and a value for customer_id that exists (with obsolete_flag = 0)in ANDEXISTS(
CUSTOMER SELECT*®
Ly FROMCUSTOMER cust

WHERE cust.obsolete_flag=0

AND rq.customer_id = cust.customer_id);
SELECT®

FROMETL_REQUESTrq

WHERE rq.individual_contact_id IS NOT NULL

There must be atleaste one case record with an obsolete_flagsetto 0 AND rq.obsolete_flag=0
TD_84 Data Regular and a value for individual_contact_id that exists (with obsolete_flag= 0) ANDEXISTS(
in INDIVIDUAL SELECT*®

FROMINDIVIDUAL ind

WHERE ind.obsolete_flag=0

AND rq.individual_contact_id = ind.individual_id);
SELECT®

FROMETL_REQUESTrq

WHERE rq. assigned_group_queue_id IS NOT NULL
There must be atleaste one case record with an obsolete_flag setta 0 AND rq.obsolete_flag= 0

Regular and a value for assigned_group_queue_id that exists (with obsolete_flag ANDEXISTS(
= 0)in GROUP_QUEUE SELECT®




3. Offshore outsourcing



Offshore outsourcing

« Accenture has been in the outsourcing business for
more than 15 years, and is a global market leader in
outsourcing

+ Accenture has over 40 delivery centres with
approximately 120.000 employees

+ They are Accenture owned, staffed by full time
Accenture employees, and use the company’s
processes, tools and “way of working”

Bangalore

' @ Port Louis,

Mauritius

IDC is ISO 27001 and CMMi Level 5 certified, and
complies with Accenture’s code of conduct and global
policy on confidentiality

Séo Paulo
Curitiba

enos Aires

« Outsourcing is the process of contracting an existing business function or process of
an organization to an independent organization, and ceasing to perform that function
or process internally, instead purchasing it as a service

» Offshoring describes the relocation by a company of a business process from one
country to another

« Offshore Outsourcing means that the business function or process is being
performed by an external company in another country

o Working with offshore/near-shore development centers is a growing business
model
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Benefits of offshoring

There are many benefits of offshoring. They are articulated around reducing cost,
increasing revenue and improving quality

v Frees up cash flow and resources, as well as capacity on in-house systems.

v' Powerful Bl solutions become affordable, and can be more easily re-configured on demand.

v Reduces reporting costs through flexible & scalable reporting infrastructure & tools.

v Reduces application development & maintenance costs, by using skilled professionals
(offshore).

v Reduces data purchase & redundancy cost through consolidation & eliminating duplicate
sources.

— Cost —

v" Focus on core business & value creation, rather than building infrastructures.

v’ Offers flexible solutions that are able to support business change & growth in the right pace &
price.

Value v' Drives profitability by deploying advanced Bl tools & techniques to enable better products

Proposition — [ Revenue m matching to the right customers, speed up time-to-market and ensure timely decisions etc.

v' Increases customer spending and enhance marketing return by enabling better, now affordable
analytics that drive more effective customer reaction campaigns.

v’ Creates new services for clients such as providing data to support their marketing or providing
in-house analytics excellence.

v Improves quality of data by deploying best practice & advanced data cleansing tools & skills.
—— Quality v Improve user access to data — speed of access, data timeliness, user support & guidance.

v Improves performance management and management reporting through enhanced abilities to
relate data across the enterprise and more quickly add new data when needed.

v’ Eliminates/prevents non-coordinated data warehouse initiatives within the company.
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What to offshore in BI?

With Business Intelligence implementations you can expect a 40/60 (local/global) ratio on the entire
project lifecycle from planning to deployment based on the resource type and functions

Global

» Extensive user con 100% Project Definition
100% g and Management

Global resources locally

Management
and
Requirements

* Functional Design

* Requirements and onal Modeling  40%

Data Sources 50%

Technical Design
Technical Analysis

« Functional Design 20% tecture Design 80% + Technical Design

=)

‘g 20% ity Review 80%
% 60% t Selection 40%

I 20% ] Installation 80%

* Functional Design 20% ) l DB Design 80% * Majority of Development

5 20% DB Implement  80% Is Offshore
g 20% "

: 20% -

s 20%

£ « Extensive user con 80%

20% _
60%

* Acceptance Test 40% e System Test  60% + Integration Test
* Deployment to Org 60% loyment 40% + Deployment Assistance
20% aintenance 80% * Monitoring and tuning
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Transition to offshore at Mobistar

&
&8 & &
2. [y eo  (MENSETIELEIN ...

Accenture N1y "': iy
Bangalore transitioned to the Indian delivery centers Paris
g Accenture in Mumbai and B I delivri

Mumbai in Mumbai and Bangalore, delivring
Peoplesoft, webMethods, java, Ab Initio,
MS Bl and SAS projects. In 2009, Oracle
eBS is added to the portfolio of services
delivered. The onsite team remains
responsible for functional design, testing
and interaction with the client teams.

Accenture
Bratislava

Accenture Client Site Accenture
Vilvoordg

Vilvoorde

In 2005, due to increased demand for Accenture services, the
Paris and Bratislava delivery centers are engaged to deliver
Oracle Warehouse Builder and webMethods implementations.
An onsite team is always present for functional design and
testing activities

In 2002, all projects are

delivered at the client site In 2004, 50% of the development team is
relocated to the local Accenture delivery
center in Vilvoorde due to lack of space at
the client premises

|

S
@ &
Accenture@

ViIvoorde@

@ o

Client Site @ @
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Offshore knowledge transfer approach

Knowledge transfer is one of the major activities in service transition lifecycle.
The major activities that will be performed during the transition are depicted in the

diagram below

Post Pilots Transition Start

Transition Execution

v v<- ———————————————————— Each Wave allowed for two

Months

<«---App. Transition Planning---»

Assess Application
and Identify SME’s
for each application

Develop
Transition

Bring Offshore
Resources to
onsite location
and start
Shadowing

Create core team of
Accenture and client
subject matter
experts (SME’s)

« ldentify “waves”
of systems

» Establish start

and end dates

Repeat until all “waves” are completed
Transfer and Document
Knowledge

Transfer Responsibility and
Reverse Shadowing

-

Transition End

___________ > Steady State

Accenture
Responsible for
Ongoing Service
Delivery

Offshore
Resources
Return

. . . - Offshore Manager signoff
eDr?g%rPo%netsesnf(ljow * Define resource resources travel ¢ Self study of -+ On the job on su%cess%ul
. Analyze app data requirements to onsite location existing training transition
and gocur%%ntation + Onsite orientation material + Offshore Return offshore
. for offshore * Knowledge resource and continue
+ Validate assessment resources in sharing gradually application
ngPaPcteristics “waves” Sessions v support
I . ’ i  Prepare/updat  Increasing .
prOb'?mS. backlog, ggnﬁi?ha;ﬁ paired e sy%temsp responsibility
compiexity, etc. offshore resource documentatio ~ under current
* Interview app mgrs = Shadowing n SME’s
« Interview users and . guidance =
Present doc to Reverse
bus execs team and func. g A E
» Document app info expert 9
* Weekly
* Weekly heckpoi
checkpoint checkpoint

with manager
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Working With Offshore

There are some benefits and difficulties on working with offshore

people:
Broad and large pool of expertise Cultural differences
Skilled and experienced in delivery Language barrier
Flexibility in resources High turnover

Time difference Time difference
Procedure/Process driven

Lower resource cost
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Working With Offshore

Here are some tips when working with offshore :

Define clear responsibilities and stick to them

Define standardized guidelines and deliverables
Provide the required applications/infrastructure
Provide a good idea of business objectives

Provide functional training / Share business knowledge
Respect their time and culture

Communicate on a regular basis (preferably by phone)
Send minutes of meetings after each meeting

Accept there is a learning curve

Show recognition for their achievements
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4. Introduction to analytics



Analytics: Intro

What is Analytics: lllustrative Intro

A
N
o What's the bestthat can
Ciptimization happen?
Fredictive Modeling What will happen next? :‘E‘
. = Competing on
e , < Wihatifthese trends = :
E Forecasting Extrapolation continLe® = AnalythS
] =
ﬁ Statistical analysis Wiy is this happening? y
-
-E Alerts What actions are needed? E;
E' Querd Drill Down Where exactly is the E
S problem? 5‘ . _
> on Anaiytice: Toe Now Scionce of Winning, Bostons Harvard ®
"E"'jh':”: HEF”:'”S Eﬁ?rg;any' hDW DﬂEﬂ, E Busines‘s,ScHooI Press, 2007, p. 8 & ’
Standard Heports What happened? E
Sophistication of Intelligence
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https://mx.accenture.com/mx/player.asp?id=IFUL44G16XDJ6O56
http://www.amazon.com/Competing-Analytics-New-Science-Winning/dp/1422103323/ref=sr_1_1?ie=UTF8&s=books&qid=1258126609&sr=8-1
http://www.amazon.com/Analytics-Work-Smarter-Decisions-Results/dp/1422177696/ref=sr_1_3?ie=UTF8&s=books&qid=1266414754&sr=8-3

Vision: Day-in-the-life of a “customer infused”

organization

Macro Tactics Micro Tactics

« Focused on a company’s strategic Strategic In-  Addressed to specific
and high-value or “best” customer Store customers within

Placement -
segments o those high-value Enrollin “new
Valuable oy, "~ segments )
customers Wri’.'i? - . 9 moms club

: % Responds '
National Is a Family to in-store Promote
Advertising tz & promotion f circular & in-
& zz, Py With a Baby - w store on
Not
z’%& zzz & Formula | "
points at M |
register : o " Value
%‘%‘ z& created
Buys @ , through
8%5& azz Buys Center On a Budget Diapers %’ rteelue:}/lzggt
St Remind of
& zz e Tailored p(retgrr]rlwrg)tio?l
assortments, with text or

localized call
circular -

All customers

Macro to Micro Marketing and Merchandising Activities
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Start with the customer

WHICH customers are Derive INSIGHTS from Be RELEVANT to your
most important? your data customers

: _ ~What to Offer: Profile customers, . How to Offer It: Develop
Find the Value: Segment . develop strategy based on tactics across company

customers based on value “demand, behaviors and attitudes unleash their value

What Customers Buy
Customer BEST

Value
o ‘ Marketing

Why Customers Buy

Merchandising

)

c

[}

S

g

08)- ‘ ENGAGED!/ Value of Company’s Brand
o NEXTBEST Advertised Price

8 Social Media

= CASUAL/

& OPPORTUNITY — How Customers Buy

DISENGAGED : Value Brands

Share of Trips Promotion seeking
(or Transactions) Seasonal visits

Find the value | Mine the value Convert the value
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Data assets serve as an important foundation to

becoming “customer-infused”

Does your company know... Customer-infused companies
need to harness all of its data to
« Who your best customers are? provide a 360° view of its
* Your best customers’ value? customer
« How to market to them?

. Data Sources
« How to merchandise to them? (Examples)

« How to drive greater loyalty?

Are you gathering valuable insights from

: » Transactions * Loyalty Cards < Demographics
your transaction data? . Basket Size  * CreditCards  « Market data
* Products * Social, Web,  « Share data
Which departments What items are in * Pricing Mobile
do they cross-shop? Customer their market basket? Eg%g‘t%'r?sns
Wc?at Pr(ijvatﬁ Latk))el Receipt YIS T * Time < e
roducts do they buy? ill they respond to SINFES o
0 Y2 an offer? \#/
Do thea/ routinely
respond to coupon oy Do they only buy
offers? A s V) products on sale?
N
What percentage of | - :
their baskets containan | ™ What advertised

selected product?

items did they buy? Allows “Micro-Customer
Segmentation”
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Contact us

g http://experience.accenture.be

ﬂ http://www.facebook.com/accenturebelux

\i'i @accenturebelux
~ @Accenture

l»i belgium careers@accenture.com
thomas.godefroid@accenture.com
antoon.van.olmen@accenture.com
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