profitability,” says Colin
Shearer, senior vice presi-
dent for market strategy at
SPSS, a predictive analytics
software vendor. “There is
no longer a need for blan-
ket mailing. By tailoring
marketing activities to tar-
get those most likely to re-
spond, businesses can red-
uce marketing spend.”

BI software can also be
used to sell customers better products, known
as 'up-selling’, or to sell other related products,
called ‘cross-selling’. If done on an individual
customer level, it can produce a unique propo-
sition for that customer, known as ‘personali-
sation’,

Software incorporating complex mathema-
tical models can analyse vast amounts of cu-
stomer data, called ‘data mining’. It can iden-
tify customers with common characteristics,
called ‘segmentation’, in order to provide more

“Very often
consumers see a
product in store,
go ome and then
order it online 99
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cusiomers,” says Shearer.
“However, in a recession
it is essential that they at-
tract profitable customers.”
BI can also be used in real-
time to analyse the behavi-
our of a customer in a call
centre or on a website and
drive scripts or generate web
pages that will make the cu-
stomer a relevant offer.

All of these depend hea-
vily on Bl's ability to bring together data from
all relevant sources and then to analyse it in
detail. “The most successful organisations
understand that stores, websites, brochures,
kiosks and other channels do not work inde-
pendently of each other,” says Mark Thorpe,
UK managing director at Stibo Systems, a ma-
ster data management company. “Very often
consumers see a product in store, go home and
then order it online.”

According to Gartner, the analyst, analyti-

Robin Skinner, head of applications services at
Aspective, Vodafone's CRM services organisa-
tion, says that being able to analyse large data
sets while connected to the customer requires

TATAmepTEasASMAL A ML WA Y WAMGALLY G DEYD LU

can Wood, Sage’s CRM product manager. “If
the opportunity data for a particular product
shows that it is not being successful, the mar-
keting or product can be changed and BI tools
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