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Seeing double
From a customer’s perspective contracting with a single 
provider is a convenient way of managing multiple 
products or services without the increased overhead of 
dealing with lots of separate companies. As far as they 
are concerned they are a single customer dealing with a 
single company, regardless of how many subscriptions 
they hold, complaints they make or how they signed up.

From the company’s perspective it can be very different. 
Companies may see multiple versions of the customer, 
based on the different products they have, spread across 
their billing, CRM and collections systems and have no 
way to link them.

This is a common problem in many mature and growing 
businesses where customer information for the individual 
has been captured separately using different processes 
and systems, causing multiple different versions of an 
individual customer’s information to be created.

The resulting data proliferation and usability issues from 
attempts to store and manage customer data leads to a 
multitude of problems:
• Poor customer experience
• Increased cost to serve
• �Inconsistent approach to customer engagement  

and management
• Wasted money on marketing and sales strategies
• �Incorrect view of customer risk incorrect application  

of discounts
• Regulatory non-compliance
• �Inaccurate customer information for strategic decision 

making 

The solution: a Single Customer View
The primary solution to this problem is to develop 
a Single Customer View (SCV) to create a consistent 
representation of a customer. This SCV is usually located 
in a Data Warehouse, made up of multiple datasets 
fed from multiple sources. This unified view allows the 
organisation to analyse past customer behaviour to 
effectively target future customer interactions, such as 
marketing, sales and collections processes as well as meet 
regulatory requirements.

But what is the catch? Single Customer view relies on 
accurate and complete data which is often a major 
roadblock, in fact the Experian Digital Marketer Report 
stated 89% of marketers have difficulty in creating a 
Single Customer View due to poor data quality*. 
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Improve customer service

More accurate  
customer lifetime value

Improve strategic  
decision making

Improve business processes 
and reduce OPEX

More effective marketing

Better customer 
communication

Garbage in, garbage out
Creating a single view of a customer requires clean data. 
Data quality issues can surface between datasets more 
often than you think and includes discrepancies such 
as address variations, missing name data, misspellings, 
gender mis-matches, the list goes on. For example; 
recently we encountered a tech savvy 118-year-old who 
had taken out a 36-month contract for an iPhoneX. 
Whilst it would be great to imagine reaching 118 and 
committing to another 3 years, it’s more likely that a 
system defaulted the date of birth to 1/1/1900 when no 
date of birth was captured. 
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So what’s the Sagacity solution?
At Sagacity we have developed a solution that fixes the quality of our customer’s data and presents a single view of 
a customer allowing our clients to benefit from improved data quality for all of their customers as well as providing a 
single view of the customer enabling them to manage their customers with multiple products or services seamlessly.
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About Sagacity
Sagacity are the data intelligence people.  
Founded in 2005, they help consumer facing 
businesses increase customer engagement and 
make more money, by digging into the data 
businesses already have and combining it with 
data, insight and action to drive value. Trusted by 
over 350 brands across Utilities, Telecoms, Retail, 
Insurance and more, think of Sagacity as your data 
co-pilots for sales, marketing, ops, billing, credit 
and debt. Clients typically see 5x returns within the 
first few months through an increase in number 
of customers, accurate billing, and higher debt 
collection rates.

Get in touch to find out how we can help your 
business address its current challenges.

Data review
Data sets requiring 
matching are identified 
and passed through 
to Sagacity via SFTP 
to a secure Sagacity 
environment in AWS. 
Workshops are held 
to establish fields that 
can be used matching 
and the acceptable 
confidence level for 
matching.

Data cleanse
Address and name data 
are cleansed using our 
data quality software to 
increase the chances of 
matching.

SFTP
Client Data

Extract

Data matching
Our Single Customer 
View Engine uses 
proprietary matching 
algorithms to determine 
matches between data 
sets. Matching can be 
established one or more 
fields and confidence 
level will be applied to 
each match.

Data returned
The Single Customer 
View dataset is 
then returned via 
SFTP. Findings are 
presented based on 
the confidence of the 
matches. Any matches 
below the agreed 
confidence score can be 
manually reviewed by 
Sagacity or the client
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