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Refocus:
An Independent
Assessment of Data
Capability
Last year, we started to conduct an independent
survey into the data capabilities of well-known
companies across all sectors.

So far, we’ve spoken with dozens of companies to assess their performance across 6 key
data essentials, to find out who was most in control of their data and who had work to do.

The results revealed the one common factor shared by all companies that were leading the
way in data capability.

Read on to find out what it was...
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The 6 key data essentials

Every respondent received their own personalised
Refocus report, showing how they compared to their
peers.

Joined up data 
Can you see everything in one place - or is
data held across the business?

Actionable insights
Does your data reveal insights that you
can actually use to drive sales?

Customer value 
Who’s joining, who’s leaving and how is
their value changing over time?

Marketing comms effectiveness 
Do you have a clear and measurable
comms strategy aligned to customer
value?

Our research continues as more and more companies join the study, but we’re now in a
position to share our initial findings. And we’ll also share the secret of the single most
important thing you can do to maximise the effectiveness of YOUR data.

These are the key areas of success that will determine a business’ overall performance and
ability to maximise their data.

The higher the score, the better you’ll perform against your competitors. And where a score
is low, it gives you a clear indication of where you need to focus your efforts.

That’s why we called this project Refocus.

Real time engagement 
Are you delivering personalised messages
to every customer, at just the right time?

Marketing performance
Do you know what drives every individual
sale?
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Key Essential #1:

Joined-up Data Average score 

Joined up data is the cornerstone for companies who are
most successful in customer-driven marketing

53%

Joining up your data is key to having a strong data capability. We found many companies had
data held in disparate locations across the business, meaning that they had an incomplete
picture of their customers.

This was particularly true of online and offline behaviour, where there is a still a fundamental
divide in many businesses.

Without a joined up view, you can’t get an accurate view of customer value and any
subsequent activity will be based on an incorrect assessment.

We found that companies in the Travel sector out-performed their peers by some margin.
Their data was typically up to date, did a good job of linking online and offline and was
readily available to those who needed it. 

Financial Services didn’t fare as well, which may be explained by legacy systems which are
common in this area and a history of mergers and brand changes. Data may be held not just
in different systems, but different physical locations and even, in isolated cases, on paper or
microfiche.
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Key Essential #2:

Actionable Insights Average score 62%

Companies will use data work-arounds and tenacity to find
insight – but then struggle to act on it 

This measure revolves around whether you have enough insight to actually be able to ACT
on the insights you find. How is your customer base changing? How engaged are
individual customers across your channels? And what can you do about it?

Most companies scored well on this measure and results were similar across sectors.
successfully using their insights to drive activity. Of course, the businesses we spoke to are
more interested in maximising their data than perhaps others, so are already using it to drive
activity.

But that means there’s still an almost 40% gap in companies being able to act on their
findings, whether through lack of resource, expertise or technology. And that’s a lot of
missed opportunity.

Even if you can’t find the perfect solution, taking SOME action based on your insight will
deliver superior results. So stop procrastinating and do something!
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