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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 BeLux

• Offices in Brussels & Vilvoorde

• Office in Luxembourg

• 1,300 employees

Accenture at a glance…
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Process & Information Management

Business
Intelligence

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

Data Management
& Architecture

Data management is the capability of 
controlling, protecting and 
facilitating timely access to good 
quality data

Analytics

Analytics, one of the 4 spearhead 
businesses of Accenture Belux, is a 
capability, powered by tools, data and 
processes, to generate insights that 
drive business decisions

• IM Diagnostic Tool: perform 
diagnostic process with client to 
identify issues and 
opportunities

• IM Survey: market-level 
benchmark & SWOT analysis

• Data Quality Rules Accelerator:
speed up Profile & Cleanse phase 
of DQ initiatives by automatically 
discovering actionable, client-
centric rules from the data

• AASE: Analytics as a Service
• Accenture Customer Insight: 

provides analytics platform that 
gives business users access to 
transactional data for analysis and 
reporting purposes
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Objective of today’s guest lecture

The goal of this guest lecture is to show you:

What to expect when 
you start your 

professional career

How a BI project is 
commonly approached 

and organised
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Agenda

1 Introduction

2 Mobistar customer case management

3 Offshore outsourcing

4 Introduction to analytics

5 Q&A
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1. Introduction

• Overview of BI essentials

• Methodology

• Mobistar case context
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• 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:

o Ad-Hoc Queries 

o Analytical Processing  (OLAP)

o Dashboards

o Data Mining

o Etc.

Overview of BI essentials
Introduction to Business Intelligence
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Overview of BI essentials
Business Intelligence in the market

Research Findings

Companies that invest heavily 
in advanced analytical 

capabilities outperform the 
S&P 500 on average by 64%

Companies that invest heavily 
in developing analytical skills 

and adopting an analytical 
mindset recover quicker from 

economic downturns.
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Business organizations with advanced analytical capabilities outperform others
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Market research by Gartner believes that BI is a top priority for the majority of C-level executives.  BI 

is about the ability to collect and analyze internal and external data can dictate how well an 

organization can generate knowledge, and ultimately, value. 

Overview of BI essentials
Business Intelligence in the market

Source: Gartner EXP (May 2011)

Top 10 Technology Priorities
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• BI Architecture ensures that the data that underlies an organization is available, accurate, 

complete, and secure.

• Multiple BI architectures exist. Each architecture has it pro’s and con’s

• Effective data architecture relies on Processes, People and Technology

Overview of BI essentials
BI Architecture
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Methodology in a nutshell

• The ADM for Business Intelligence incorporates 
Accenture’s implementation experience 
harvested from real life engagements

• It provides a full set of process and sample 
deliverables covering all aspects of a system 
implementation and across all project phases. 

• As well as tasks for the design and 
development of the system components, ADM 
is a complete methodology that defines the 
project approach for project management, data 
migration and cutover, change management, 
quality management and risk management.

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

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

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

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

Methodology based on the V-model
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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 

the client’s Mobile Number 

Portability solution based on 

webMethods integration 

technology

In 2004, Accenture automates the 

client’s mobile service provisioning 

processes on the webMethods 

platform

In 2005, Accenture is selected for 

the AD/AM of the client’s Data 

Warehouse and related ETL flows 

based on Oracle Warehouse 

Builder

In 2005, Accenture implements all 

ADSL and VOIP provisioning 

processes on the webMethods 

platform

In 2008, Accenture is selected as 

outsourcing partner for its CRM, 

Data Warehouse, Reporting and 

Service Provisioning domains

In 2009, Accenture is selected as 

outsourcing partner for its ERP 

(finance and supply chain) 

domain

2002 2003 2004 2005 2006 2007 20092008 2010 2011

In the context of the 

implementation of 

Comverse 1, Accenture 

is implementing the 

new DWH

2012

Mobistar case context
Mobistar & Accenture partnership
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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

BI 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 BI infrastructure through the use of conformed 

dimensions.

Mobistar case context
Introduction to customer case management



© 2012 Accenture  All Rights Reserved. 16

Typical Role(s): Business Analyst

Input:

• Reporting needs
• Business processes

Output:

• Project scope
• Requirements traceability matrix

REQUIREMENTS

2. Mobistar case

Build TestPlan DesignAnalyse Deploy

V-model

Requirements

Build

Functional
design

Technical
design

Component
test

Assembly
test

Product
test

User 
acceptance

test

Performance
test

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

requirements. 

Business
requirements

[WHY]

Detailed requirements:
• User requirements
• Functional requirements
• Data requirements

[WHAT]

Technical requirements

[HOW]

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

The needs of a particular 
stakeholder or class of 

stakeholders

Describes environmental 
conditions under which 

the solution must remain 
effective or qualities that 
must the system have

Capabilities the system 
will be able to perform in 

terms of behaviors or 
operations

Information the system or 
user requests/provides to 

satisfy an user 
requirement or functional 

requirement

Types of Requirements:

Requirements
Type of requirements
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The requirements for the data warehouse and ETL are based on the reporting 

requirements. 

Examples:

Business
requirements

[WHY]

Detailed requirements:
• User requirements
• Functional requirements
• Data requirements

[WHAT]

Technical requirements

[HOW]

Provide a solid base for 
management reporting 
and analysis on case 

management and 
customer interaction data 

Get the number of cases 
per customer, contract, 

case, problem area, 
agent, group queue

Data must be available at 
8 am

Build and maintain a daily 
snapshot storing the open 

cases

Keep history of open 
cases

Requirements
Type of requirements
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The way to gather requirements should be adapted to the client’s organization or group 

dynamics.

BEFORE

• Gather knowledge 
on the subject area

• Prepare documents

• Identify business 
users

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

Attention points:

Individual interviews Joint workshops Document exchange

Requirements gathering methods:

Requirements
Requirements gathering
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The outcome of this phase should be a single document containing all requirements, 

validated by all business users.

Requirements
Example Deliverables
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ANALYSE & DESIGN

Typical Role(s): Functional Analyst

2. Mobistar case

Input:

• Requirements traceability matrix
• Existing applications

Output:

• Functional design
• Technical design
• Test plan

Build TestPlan DesignAnalyse Deploy

V-model

Requirements

Build

Functional
design

Technical
design

Component
test

Assembly
test

Product
test

User 
acceptance

test

Performance
test

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

Normalized

• Several levels exist (NF)
• No redundancy

Dimensional

Common modelling techniques

Inmon

An enterprise has one data warehouse, 
and data marts source their information 
from the data warehouse. In the data 

warehouse, information is stored in 3rd 
normal form.

Snowflake

• One concept, multiple 
dimensions

• Reduces storage need

Kimball

Data warehouse is the conglomerate of all 
data marts within the enterprise. 

Information is always stored in the 
dimensional model on the atomic level

Star

• One concept, one 
dimension

• Reduces reporting effort

Common modelling approaches

Analyse & Design
Dimensional modeling
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Account dimension

Account key

Account name

Account status

…

Date dimension

Date key

Date

Day

…

Agent dimension

Agent key

Agent name

Agent department

…

Group queue 

dimension

Group queue key

Group queue name

Group queue focus

…

Case dimension

Case key

Case problem area

Case description

…

Open cases 

snapshot

Date key

Case key

Account key

Agent key

Group queue key

Case age

Analyse & Design
Dimensional modeling

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

column

name

data type

acct_key number(20)

acct_nm varchar2(50)

acct_status_cd char(1)

…

DIM_DATES

column

name

data type

date_key number(20)

date datetime

day varchar2(20)

…

DIM_AGENTS

column name data type

agt_key number(20)

agt_nam varchar2(50)

agt_depart_nm varchar2(50)

…

DIM_GROUP_QUEUES

column name data type

grp_queue_key number(20)

grp_queue_nm varchar2(50)

grp_queue_focu

s_desc

varchar2(100)

…

DIM_CASES

column name data type

case_key number(20)

case_problem_

area_desc

varchar2(50)

case_desc varchar2(100)

…

FACT_OPEN_CASES

column name data type

date_key number(20)

case_key number(20)

acct_key number(20)

agt_key number(20)

grp_queue_key number(20)

case_age_num number(8)

Analyse & Design
Dimensional modeling

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

column

name

Business 

name

acct_key Hidden (key

acct_nm Customer 

Name

acct_status_cd Customer

Status code

…

DIM_DATES

column

name

Business 

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

…

DIM_GROUP_QUEUES

column name Business 

name

grp_queue_key Hidden (key)

grp_queue_nm Queu Grop

Name

grp_queue_focu

s_desc

Queu Group 

Focus

…

DIM_CASES

column name Business 

name

case_key Hidden (key)

case_problem_

area_desc

Case Problem 

Descriptions

case_desc Case 

Description

…

FACT_OPEN_CASES

column name Business 

name

date_key Hidden (key)

case_key Hidden (key)

acct_key Hidden (key)

agt_key Hidden (key)

grp_queue_key Hidden (key)

case_age_num Hidden (key)

Report 1

Filter

Analyse & Design
Reporting



© 2012 Accenture  All Rights Reserved. 26

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

The system has to provide sufficient 
detail for answering the following:

• How many cases per customer, 
contract, problem area, agent, group 
queue

• How many cases are opened and 
closed during a defined period

• How many cases are assigned to a 
specific group or a specific agent

• Calculate the team performance 
(difference between the closure date 
and the first assignment date)

• Who initiates the session for who?
• …

• 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

Analyse & Design
Extract, Transform and Load
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Identify 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

The Case 

Management 

operational data 

will be extracted 

from the

operational 

system

Contract, 

Customer and 

offer data will be 

extracted from 

the data 

warehouse itself

Analyse & Design
Extract, Transform and Load
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Analyse & Design
Extract, Transform and Load

Below an example of transactional (relational) data model of a source system
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It is recommended to provide visual representations of the functional design to enable 

a quick high-level understanding

Analyse & Design
Extract, Transform and Load
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BUILD

Typical Role(s): Developer

2. Mobistar case

Input:

• Functional design
• Technical design
• Client / Accenture coding guidelines

Output:

• Code
• Installation guide

Build TestPlan DesignAnalyse Deploy

V-model

Requirements

Build

Functional
design

Technical
design

Component
test

Assembly
test

Product
test

User 
acceptance

test

Performance
test

Verify
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The code should be developed such a way that it should be easy to do the mapping 

between the functional and the technical components

The functional component C5 in which 
the Case dimension and Open Cases 

daily snapshot are covered by the 
technical component “C5 Create & 

Prepare case tables” 

Build
Extract, Transform and Load
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The code should be developed such a 

way that it should be easy to do the 

mapping between the functional and 

the technical components.

Build
Extract, Transform and Load
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Join notation: Very 
Similar to EER: 
example
Crowfeet notation

Join notation: outer join

Logical ordening

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

Build
Reporting
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Logical ordening: same as in 
metalayer

They select what they want to see

Filters according to their needs

Use the metalayer to select the information you need in the report

Build
Reporting
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Test

Typical Role(s): All of the above

2. Mobistar Case

Input:

• Test plan
• Test data

Output:

• Test report

Build TestPlan DesignAnalyse Deploy

V-model

Requirements

Build

Functional
design

Technical
design

Component
test

Assembly
test

Product
test

User 
acceptance

test

Performance
test

Verify



© 2012 Accenture  All Rights Reserved. 36

• 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

Test
Test steps
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Phase Test Description Example

Build
Component 

test

Tests each individual operation 

individually

code: customer_status = “A”

test: count customers where status <> 

A

Technical

design
Assembly test

Tests the sequence of individual 

operations

test: the application runs E2E without 

an error

Technical 

design

Performance 

test

Tests the performance 

parameters of the application

test: does the application run within 

30min

Functional 

design
Product test

Tests if the application meets 

the functional design

test: for every active customer the 

most recent case is present

Requirements

User 

Acceptance 

Test

Tests if the application meets 

the business requirements

test: all recent cases for each 

customer are present

Integrated across DWH and Reporting

Below the different test phases are shown:

Test
Test phases



© 2012 Accenture  All Rights Reserved. 38

Test
Example deliverable
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3. Offshore outsourcing
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• 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

Offshore outsourcing

Sáo Paulo

Mumbai

Wilmington

Chicago Toronto

Prague

Madrid

London

Port Louis, 
Mauritius

Bangalore

Hyderabad Manila

Dalian

Shanghai

Warsaw

Bucharest

Bratislava

Buenos Aires

Chennai

Houston

MálagaCincinnati

Montreal

Pune

Riga

Curitiba

San Antonio

Delhi

Guangzhou

Brno

• 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”

• IDC is ISO 27001 and CMMi Level 5 certified, and 

complies with Accenture’s code of conduct and global 

policy on confidentiality



© 2012 Accenture  All Rights Reserved. 41

Benefits of offshoring

 Improves quality of data by deploying best practice & advanced data cleansing tools & skills.
 Improve user access to data – speed of access, data timeliness, user support & guidance.
 Improves performance management and management reporting through enhanced abilities to 

relate data across the enterprise and more quickly add new data when needed.
 Eliminates/prevents non-coordinated data warehouse initiatives within the company.

 Frees up cash flow and resources, as well as capacity on in-house systems.
 Powerful BI solutions become affordable, and can be more easily re-configured on demand.
 Reduces reporting costs through flexible & scalable reporting infrastructure & tools.
 Reduces application development & maintenance costs, by using skilled professionals 

(offshore).
 Reduces data purchase & redundancy cost through consolidation & eliminating duplicate 

sources.

 Focus on core business & value creation, rather than building infrastructures. 
 Offers flexible solutions that are able to support business change & growth in the right pace & 

price.
 Drives profitability by deploying advanced BI tools & techniques to enable better products 

matching to the right customers, speed up time-to-market and ensure timely decisions etc.
 Increases customer spending and enhance marketing return by enabling better, now affordable 

analytics that drive more effective customer reaction campaigns.
 Creates new services for clients such as providing data to support their marketing or providing 

in-house analytics excellence.

Value
Proposition Revenue

Quality

Cost

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

What to offshore in BI?
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Local Global

• Extensive user contact

• Functional Design User Requirements70% 30%

• Global resources locally

Dimensional Modeling60% 40%

Analyze Data Sources50% 50%

Tech Architecture Design20% 80%

Security Review20% 80%

Product Selection60% 40%

Product Installation20% 80%

Project Definition100%

Planning and Management100%

• Requirements and Functional Design

• Technical Analysis

• Technical Design

• Functional Design • Technical Design

Im
p
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m

e
n

ta
ti

o
n

• Extensive user contact User Report Design80% 20%

• Majority of Development
is Offshore

Physical DB Design20% 80%

User Report Development20% 80%

Physical DB Implement20% 80%

ETL Design and Develop20% 80%

Populate and Validate DB20% 80%

Performance Tuning20% 80%

• Functional Design

D
e
p
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t 
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d
 G
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Deployment Planning60% 40%

Complete System Test40% 60%

Deployment60% 40%

DW Maintenance20% 80%

• Deployment Assistance

• Monitoring and tuning

• Deployment to Organization

• Acceptance Test • Integration Test
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Transition to offshore at Mobistar

Client Site
Client Site

Accenture
Vilvoorde

Accenture
Vilvoorde

Accenture
Paris

Accenture
Bratislava

Client SiteAccenture
Vilvoorde

Client Site

Accenture
Mumbai

Accenture
Bangalore

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

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 2008, with the outsourcing partnership, 

most development activities are 

transitioned to the Indian delivery centers 

in Mumbai and Bangalore, delivring 

Peoplesoft, webMethods, java, Ab Initio, 

MS BI  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.

2002

2004

2005

2008
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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

Offshore knowledge transfer approach

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

• Document end-to-
end process flow

• Analyze app data 
and documentation

• Validate assessment 
of app 
characteristics –
problems, backlog, 
complexity, etc.

• Interview app mgrs

• Interview users and 
bus execs

• Document app info

Assess Application 
and Identify SME’s 
for each application

• Identify “waves” 
of systems

• Establish start 
and end dates

• Define resource 
requirements

Develop 
Transition

• Offshore 
resources travel 
to onsite location

• Onsite orientation 
for offshore 
resources in 
“waves”

• SME’s are paired 
up with an 
offshore resource 
 Shadowing

Bring Offshore 
Resources to 
onsite location 
and start 
Shadowing

• Self study of 
existing 
material

• Knowledge 
sharing 
sessions

• Prepare/updat
e systems 
documentatio
n

• Present doc to 
team and func. 
expert

• Weekly 
checkpoint 
with manager

• On the job 
training

• Offshore 
resource 
gradually 
assumes 
increasing 
responsibility 
under current 
SME’s 
guidance 
Reverse 
Shadowing

• Weekly 
checkpoint 
with manager

Transfer and Document 
Knowledge 

Transfer Responsibility and 
Reverse Shadowing

• Manager signoff 
on successful 
transition

• Return offshore 
and continue 
application 
support

Offshore 
Resources 
Return

Accenture 
Responsible for 
Ongoing Service 
Delivery 

Transition Start Transition End

Steady State

Repeat until all “waves” are completed

Transition Execution

Each Wave allowed for two 

Months

App. Transition Planning

Post Pilots



© 2012 Accenture  All Rights Reserved. 45

There are some benefits and difficulties on working with offshore 

people:

Working With Offshore

Benefits Difficulties

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



© 2012 Accenture  All Rights Reserved. 46

Here are some tips when working with offshore :

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
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What is Analytics: Illustrative Intro

Analytics: Intro

Source: Thomas H. Davenport & Jeanne G. Harris. Competing 
on Analytics: The New Science of Winning, Boston: Harvard 
Business School Press, 2007, p. 8 

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

organization

All customers 

Valuable 
customers 

Is a Family

Buys Center 
Store 

On a Budget 

With a Baby 

Buys  
Diapers  

Not
Formula 

-1

0

1

2

3

4
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O
ct

-0
3

D
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-0
3

F
eb

-0
4

A
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-0
4

Ju
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04

A
ug

-0
4
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Value 
created 
through 
relevant 
tactics 

National 
Advertising

Tailored 
assortments, 

localized 
circular

Responds 
to in-store 
promotion  

Remind  of 
promotion 
with text or 

call

Enroll in “new 
moms club”  

Promote 
circular &  in-

store on 
endcaps

Macro to Micro Marketing and Merchandising Activities

Loyalty 
points at 
register

Strategic In-
Store 

Placement

Micro Tactics

• Addressed to specific 
customers within 
those high-value 
segments

Macro Tactics

• Focused on a company’s strategic 
and high-value or “best” customer 
segments
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Start with the customer

Groceries

What Customers Buy

How Customers Buy

Find the Value: Segment 
customers  based on value

What to Offer: Profile customers, 
develop strategy based on 

demand, behaviors and attitudes

How to Offer It: Develop 
tactics across company 

unleash their value

Clothing

Electronics

Advertised Price 

Social Media

Value Brands

Promotion seeking

Seasonal visits

Marketing

Merchandising

Operations

Why Customers Buy
Value of Company’s Brand

Suppliers

Customer 
Value

BEST

ENGAGED/ 
NEXT BEST

Find the value Mine the value Convert the value

CASUAL/ 
OPPORTUNITY

DISENGAGED

S
h

a
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 o
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u
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m
e

n
ts

 
( 

o
r 

%
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f 
C

a
te

g
o
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e

s
 

S
h

o
p

p
e

d
)

Share of Trips  
(or Transactions)

WHICH customers are 
most important?

Derive INSIGHTS from
your data

Be RELEVANT to your 
customers
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Data assets serve as an important foundation to 

becoming “customer-infused”

360o View of 
Customer 
Database

Data Sources 
(Examples)

Allows “Micro-Customer 
Segmentation”

• Demographics
• Market data
• Share data

“T- Log” Customer Panel

• Transactions
• Basket Size
• Products
• Pricing
• Promotions
• Locations
• Time

• Loyalty Cards
• Credit Cards
• Social, Web, 

Mobile

Does your company know…

• Who your best customers are?

• Your best customers’ value?

• How to market to them?

• How to merchandise to them?

• How to drive greater loyalty?

Which departments
do they cross-shop?

What Private Label 
products do they buy?

Do they routinely 
respond to coupon 

offers?

What items are in 
their market basket?

Do they only buy 
products  on sale?

What percentage of 
their baskets contain an 

selected product?
What advertised 

items did they buy?

Will they respond to 
an offer?

Are you gathering valuable insights from 
your transaction data?

Customer 
Receipt

Customer-infused companies 
need to harness all of its data to 
provide a 360o view of its 
customer
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Q&A
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• http://experience.accenture.be

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

• @accenturebelux

@Accenture

belgium_careers@accenture.com

thomas.godefroid@accenture.com

antoon.van.olmen@accenture.com

Contact us

http://experience.accenture.be/
http://experience.accenture.be/
http://experience.accenture.be/
http://www.facebook.com/accenturebelux
http://www.facebook.com/accenturebelux
http://www.facebook.com/accenturebelux
mailto:belgium_careers@accenture.com
mailto:belgium_careers@accenture.com
mailto:thomas.godefroid@accenture.com
mailto:Antoon.van.olmen@accenture.com

