
The Problem
The client outsourced its data-collection methods to various external 
vendors. Separate systems governed each company division: electricity, 
wireless, and home security. And within these larger systems, separate 
sub-systems managed certain phases of transactions. For example, one 
system captured initial customer information while another system tracked 
customer usage. The lack of a single, centralized view of each customer’s 
activity—or lack of communication across systems in how information was 
gathered and distributed—made it challenging to reconcile customer 
information. As such, the company usually was not aware of specific 
data-quality issues or redundancies for several hours, if not the next 
business day. The client consistently experienced higher-than-normal call 
volumes to customer support related to inaccurate commission payouts. 
Troubleshooting and data clean-up were inefficient processes that could 
take several days, because intricate coordination was required to match 
and correct customer information across the different vendor systems.

Customer-Data Management for 
Top Direct-Selling Energy Company

Centralized Data Mart Decreases Data-Quality 
Issue Resolution Time by 85%

The client is one of the largest direct sellers of energy, as 
well as wireless and home security services, to consumers 
in the global energy market. Under its business model, 
existing customers act as salespeople to encourage new 
customers to sign up, and are paid a commission for each 
new recruit. Because of its decentralized approach to 
data collection and management, the client struggled to 
manage customer data efficiently, which resulted in errors. 
Inaccurate customer data negatively impacted commission 
payouts, leading to high call volumes for customer support 
while issues were corrected, which often took several 
days. capSpire helped to resolve this dilemma within a few 
months by designing a business intelligence (BI) solution 
that reconciled different customer-information systems 
into a local data mart. The solution included custom alerts 
and reporting that enabled the client to swiftly address 
customer data-quality issues using an in-house team, 
which led to a much more timely resolution of issues and 
a reduction in customer service calls.   

HIGHLIGHTS
capSpire designed, developed, 
and implemented a BI solution 
that conformed the data coming 
from different external systems 
into a single data mart, which 
effectively addressed customer 
data-quality issues.

 
QUICK FACTS

 �capSpire reduced data-quality 
issues that affected up to 40% 
of customers’ direct selling 
commissions. 

 �The new data mart enables 
quick identification of data 
issues using only an in-house 
team, which has significantly 
decreased the time needed 
to resolve problems and has 
reduced the call volume to 
customer support.

THE CHALLENGE
The client struggled in 
managing data-quality issues 
in house, as all of its customer 
information systems were 
maintained by external vendors 
that tightly controlled access 
to data. The client simply 
did not have any insight into 
potential issues until customers 
were already calling in to 
report inaccurate commission 
payments.
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capSpire provides the unique combination of industry knowledge and business expertise required to deliver 
impactful business solutions. Trusted by some of the world’s leading energy companies, capSpire’s team of 
industry experts and senior advisors empowers its clients with the business strategies and solutions required 
to effectively streamline business processes and attain maximum value from their supporting IT infrastructure.

The Solution
Selected for its broad technical expertise contained within a single consultancy, capSpire was tasked with 
developing a solution for standardizing data movement and integration with all external vendors to speed 
up the identification of data-quality issues, improve the response time for troubleshooting issues, and 
reduce the occurrence of inaccurate commission payouts. 

 �First, capSpire reviewed the client’s current data infrastructure and extract transform load (ETL) 
capabilities. capSpire consultants worked closely with the client to develop critical analytics needed to 
identify  
data-quality issues across different customer information systems. capSpire used both the review and  
data-quality analytics to design a centralized data mart, an automated ETL process, an alerting system, 
and interactive reporting to identify data issues in real time. 

 �Next, capSpire oversaw the development of the BI solution into production. Once live, capSpire 
provided the existing development team with detailed data integration design, architecture, and 
source-control systems. 

With the new, automated BI system, all customer information is conformed into a single data mart. This 
means that the client can quickly identify and resolve data-quality issues in house and within a matter of 
hours, instead of days. As a bonus, the client can easily develop analytics across its entire customer base 
to support other aspects of its business.

Business Benefits
 �The establishment of a centralized source for customer data 
enabled the client to efficiently and cost-effectively manage its 
data.

 �The new system provided the integration necessary for a high-
level view of new customer onboarding.

 �A reduction in data inaccuracies and redundancies led to less staff 
time devoted to responding to customer complaints.

 �The time from problem inception to resolution for data-quality 
issues decreased from days to just hours.

 �capSpire introduced new technology and best practices to the 
existing development team, which now can handle issues in 
house and much more efficiently, rather than involving external 
vendors.

 �The company’s reputation for paying its customers commissions 
in an accurately and timely manner was maintained.


