
Increase ROI from Your CRM System
Three out of every four companies have yet
to realize any significant ROI from their CRM 
systems. There are lots of factors that 
contribute to the failure of CRM that span the
most strategic to the most tactical. But perhaps
the most significant is the importance of data
quality. 

Software is only as good
as the information inside of
it. If the data underlying
the software system is
outdated or corrupted in
any way, even the best
software will be rendered
obsolete. 

While data quality can
often feel like an over-
whelming issue with
limited financial benefits, think again.
Industry experts indicate that a company can
recoup their investment in a data quality 

initiative in the first three to six months. But
where do you start? Consider D&B.

D&B spends $250 million annually to support
its data quality process, DUNSRight™, as a
means to develop and maintain its database
of over 80 million businesses worldwide.

Companies struggling
with data quality have
leveraged DUNSRight™ to
help them with their
needs as well.

In fact, D&B has developed
a solution set named
Customer Information
Management as a way to
bring the power of 
DUNSRight™ to companies
looking to improve the

data quality underlying their enterprise systems.
The results have been significant. Just consider
the insurance provider below.

Industry experts indicate

that a company can recoup
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quality initiative in the first

three to six months.

Leading Insurance Provider Improves Data Quality as Part of 
a Global Customer Information Management Strategy

Challenge
One of the leading providers of reinsurance in
the United States — with stockholder’s equity
of $2.8 billion and superior strength ratings —
was facing customer information challenges.
The company’s project leaders wanted to begin
their new Siebel implementation with a clean
customer master file, including standardized
address information. They also needed a quick
and accurate method to add new customers
to the system in real time. They wanted to be
able to screen their existing database within
Siebel first to identify if a customer already
existed so they could avoid compromising
their customer master with duplicate cus-
tomer records.

Solution
The company relied on D&B Customer
Information Management solutions to help
manage data within its Siebel system. Project
managers immediately saw the value of
using the D&B D-U-N-S® Number as the key
mechanism to:

> Establish standardized customer information

> Identify existing duplicate records and avoid
future ones

> Append value-added content

> Serve as the cornerstone of their customer 
information maintenance process within Siebel
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Free Data 

Quality Analysis

The first 10 

customers to visit

www.dnbemarketing.com/quality

and provide contact

information will receive 

a free data 

quality analysis. 
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Ask the Experts

Q Why is data integration crucial to CRM success?

A Customer information is the core ingredient that
makes CRM possible. Yet for all the hype and significance
attached to CRM, companies have not made customer 
information management an important aspect of their 
business strategy. In fact, CRM depends on the collection,
integration, and maintenance of critical data (often housed
in disparate systems) so as to fully recognize, understand,
and serve customers at all touch points. Truly customer-
centric organizations have learned that complete, accurate,
and relevant customer information is crucial not only to
successful CRM but also to the long-term success of their
business.

Want your question included in the next version of D&B’s
Sales & Marketing Solutions Newsletter? Then send your 
question to S&MSCommunication@dnb.com.

Customer Information Management
Solutions for You
If you would like to learn more about how D&B can help you

with your data quality with Customer Information Management

visit http://cim.dnb.com or call us at 866.873.0766.
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The company began by using D&B solutions to cleanse
existing customer files. To elevate the quality of address
standardization and maximize the percentage of records
matched to the D&B database, customer records were sent
through D&B’s Enhanced Postal Pre-processing. D&B then
matched the customer records to its business database, the
world’s largest, and delivered back to the company a file of
standardized records already in the Siebel data layout.
Then, with the D&B D-U-N-S Number embedded within
the Siebel customer records, the insurance company
worked with D&B to define a solid and automated data
maintenance strategy, complete with monthly updates
using D&B’s Data Integration Batch. Finally, D&B mapped
out for the company an ongoing transactional customer
addition process that relies on D&B’s Data Integration
Toolkit. 

Now, whenever the insurance company engages with a
new client, data center operators will begin their process
of adding a new customer to the Siebel system by first
doing a D&B D-U-N-S Number lookup of client records.
With full access to D&B data, the Siebel system will determine
if the same D&B D-U-N-S Number is already attached to an
existing Siebel customer record. If the new client is truly a
new customer, a data center operator can populate the
Siebel system appropriately.

Success
The insurance company’s head office is serving as a beta
test site for the potential global rollout of a new customer
information management system. This process will leverage
the D&B D-U-N-S Number, Data Integration Toolkit, and
Data Integration Batch as integral components in a global
customer information management strategy.


