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PROJECT
Create an integrated customer resource management database that supports global sales

and customer service

CLIENT PROFILE
The world’s foremost provider of independent credit ratings, indices, risk evaluation,
investment research, data and valuations.

CHALLENGE
The client has a global, multi-segment, sales organization. A common, actionable, view of
“Client” was required to efficiently execute strategic sales objectives and client relationship
management. In an effort to streamline sales management and execution, centralization of
data and process was required. Each of the sales segments had its own repository of
contact, customer and prospect information. Additionally, several billing and account
management systems were also in place, all of which required a form of commonality in
order to meet business demands.

SOLUTION

NEOS was engaged to analyze the current applications and information flows, and design
a consolidated data store to serve as the enterprise CRM database. The solution had to
be in place in time to support the initial load of a contact management application
(salesforce.com) to be used by global sales staff. NEOS proposed the creation of a data
hub environment with an underlying keying architecture that supported bi-directional data
flows among suscribing applications. This allowed for consolidation of information related
to sales accounts for existing and prospective clients as well as information about existing
contracts. It also supported incremental integration of billing, contract, and customer
service data with the new sales application.

The client was delivered:

o A data architecture for Client, Contact, Product, Sale and Corporate
Hierarchy data

o Data mapping documents linking source data files to the consolidated
CRM database

o Data quality metrics & methodology; predictive metrics & sample data
for development of the contact management system

o A keying architecture to support the generation of logical client
identifiers

o Source data analysis and recommendations for filtering & consolidation

o Physical database design documents & related database
implementation

o ETL code to populate initial and incremental loading of the CRM
database

o Design documents to be used by the client for future incremental
integration projects

RESULT

The Client Data Management data hub was delivered by NEOS as planned and on
schedule. The contact management system is in place and 19 legacy applications
have been eliminated. Consolidated sales and opportunity information is available
online and real time. The ETL routines and data were designed and presented as
enterprise services using a messaging architecture. The constructs developed and
delivered are used now as the enterprise definitions for Client, Contact, Product, Sale
and Corporate Hierarchy.



