
 
 
Improving Your Business IQ and Governance 
 
 
ABSTRACT 
 
This presentation stresses a pragmatic approach to creating and implementing quality information 
& governance for a business unit that must service hundred of users and ensure speed & 
accuracy.  How do you identify and extract data from all data sources and ensure the quality of 
the data is high and relevant? The principles and approaches outlined will enable the attendee to 
utilize a pragmatic approach to getting your data ready for that big project of integration(database 
& spreadmart) and data sharing. This presentation will outline 
 

• Data quality for a package data warehouse implementation 
• Inserting the data quality process in an Excel world 
• Data Hops by Role – Inserting Data Governance 
• Challenging top-down from the bottom (a business data model approach driven from a 

bottoms up process) 
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Outline

• Data quality for a package data warehouse implementation

• Inserting the data quality process in an Excel world

• Data Hops by Role – Inserting Data Governance

• Challenging top-down from the bottom (a business data 
model approach driven from a bottoms up process)
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What we do

Unleash the Power of Your Information
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Who are we?
ProductsProductsWebsitesWebsites

. COM 
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DivisionsDivisions

Who are we?
SubsidiariesSubsidiariesRetailRetail

Customer 
Advocacy
Engineering

Unleash the Power of Your Information
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FY09 Total Yahoo, Inc. Revenues

$$ 7 Billion
Unleash the Power of Your Information

The Fourth MIT Information Quality Industry Symposium, July 14-16, 2010

208



The MIT 2010 Information Quality Industry Symposium

To provide a “wow” Yahoo! Customer Experience, and drive continuous 
improvement in operational performance to enable innovative customer 

solutions

Customer Advocacy VisionCustomer Advocacy Vision

Provide effective and efficient resolution to customer issues and complaints, 
and drive continuous improvement in operational performance

Provide effective and efficient resolution to customer issues and complaints, 
and drive continuous improvement in operational performance

Customer Care VisionCustomer Care Vision

Provide data, reporting, and insights broadly throughout the organization to 
enable data driven decisions and actions

Provide data, reporting, and insights broadly throughout the organization to 
enable data driven decisions and actions

Business Visibility MissionBusiness Visibility Mission
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Business Visibility Long Term 
Vision

Source: Thomas Davenport and Jeanne Harris 

Optimization What’s the best that can 
happen? 

Predictive modeling What will happen next? 

Forecasting / extrapolation What if these trends continue? 

Statistical analysis Why is this happening?

Alerts What actions are needed?

Query / drill down Where exactly is the problem?

Ad hoc reports How many, how often, where?

Standard reports  What happened?

Access and 
reporting

Analytics

Degree o
f 

intellig
en

ce

Where we spend most of our time today

Where we are
 

headed

Unleash the Power of Your Information

The Fourth MIT Information Quality Industry Symposium, July 14-16, 2010

209



The MIT 2010 Information Quality Industry Symposium

Category Business Requirements Specification

Training Guide Design and End User Training

Data Access (Permissions, roles) /Privacy laws for domestic and International Policies

Legal/Regulatory Policies for data retention
Non-Functional 
Requirements

Data Models, Database layouts, schemas

Technical Metadata dictionary

Design Technical Infrastructure

Source to Target Mapping

Tool requirements for design, ETL, & reporting

Conversion/ Maintenance Plan

Data Quality Testing and UAT

Presentation Layer Design

Technical
Requirements

Build Strategic Plan & Framework

Requirements Gathering including Business Rules, Use Cases, System/User Requirements and 
Business Data Dictionary. 

Detailed Plan (Project Plan/DW Prototype)

Business Data Model

Report Inventory/Data Source Inventory for input into Source to Target Mapping

Business & Process Metadata creation

Functional 
Requirements

ITIT

Biz Viz TeamBiz Viz Team

Legend

Unleash the Power of Your Information
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Requirements Process

Build & Deploy

JRP

Analysis 
JAD

Design  
JAD

Enterprise View
Sliver View Rev

ers
e 

Eng
ine

eri
ng 

Res
ult

s (
e.g

. 

Da
ta 

Pro
fili

ng)
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Unleash the Power of Your Information

Key Features

Taxonomy
Metadata ManagementMetadata Management

Data Acquisition & Quality
Information 
ConsumersData Sources

Business Access 
Services Information DeliveryData Aggregation and  StorageData Acquisition & 

Quality
Business

UsersData Sources
Business Access 

Services
Information DeliveryData Aggregation and  Storage
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Data 
Extract, 

Transform 
and Load 

(ETL)

Near Real-
Time Data / 
Message 
Bus (EAI)

Enterprise 
Information 
Integration 

(EII)

Other

Data Profiling

Data Quality 
Metrics 

(Cleansing)

Common 
Business 

Rules

Internal

External

Business 
Infrastructure

Health Plan

Care Delivery

Regulatory 
Reporting

Patient / 
Employee / 
Physician 

Satisfaction

Core Measures

OthersE
xt

er
na

l

External Source 
#2

External Source 
#1

CERNER

EPIC

Foundation

Peoplesoft

PIMS

Diamond

IDX

QCARE

HSD

HSD

Business Intelligence 
(BI)

Operational 
Dashboards / KPIs

Ad- Hoc Querying 
and Reporting

Standard Reports 
and OLAP

Data Mining

Predictive Analysis

Reporting Services

SOA
Reference/ Master Data

•
•
•
•
• Sales
•
• R&D

Service Lines
Others

Patients

Physician and Employees
Others
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Data 
Extract, 

Transform 
and Load 

(ETL)

Data 
Extract, 

Transform 
and Load 

(ETL)

Data 
ETL 

OBIEE

--

Data Quality 
Metrics 

(Cleansing)

Data Quality 
Metrics 

(Cleansing)

Data Quality 
Metrics 

(Cleansing)

Master Data
Mgmt.
OBIEE

Internal

External

Customer
Care

SYKES/Convergys

EPIC

Foundation

Peoplesoft

ORACLE Financials

IBM DAKSH

Confirmit

KANA

Y!CAMS

WORK FORCE LOGIC

Reportal

LORAX

DYC

AMT Mthly Rpt

Forecasting Tool

Business Intelligence

(BI)

Operational 
Dashboards / KPIs

Ad- Hoc Querying 
and Reporting

Standard Reports 
and OLAP

Data Mining

Predictive Analysis

Reporting Services

SOA

Operational 
Dashboards / KPIsDashboards

Ad- Hoc Querying 
and Reporting

Ad -Hoc Querying 
and Reporting

Standard Reports 
and OLAP

Standard Reports 
and OLAP

Data MiningCubes

Predictive Analysis

Reporting ServicesInquira

SOAExcel

B
I  

Po
rt

al

Schedule 
Reports

Reports

LiveOffice

Query as a Web
Service

Data Marts

Reference/ Master Data

•
•
•
•
•
•
•

Clinical

Resolution
Rate

Billing

Cubes

UBase

VURV

Regional Cost Data

IT

OBIEE
Analytics

Web
Intelligence

Finance

Product

Sales

Standardized, harmonized data accessible from a single source 
Standardized business intelligence tools (OBIEE) platform

Data lineage and data definitions for standardized and global 
variations made available
Organization is data driven by business needs

Subject Areas
• Tech Contact Rate
• Phone
• Email
• Product
• Chat
• Billing
• Abuse Contact Rate
• Incoming abuse vol

OLAP
( OBIEE)

Mobile

Master Data Management

Contact Rate

PDA
Blackberry

PSM

CMG

OVM

Investors

Customers

Industry 
Analysts

Others

ODS

AVAYA/Telexpress

CRM

Q DB+

CRM

Inquira

800 Teleservices

Bugzilla

Dashboards

DW  To-Be  Architecture
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Life Cycle of Customer Care Data
Data travels from Idea to reality (Standardized, harmonized data accessible from a single source)
Data is named, defined and stored once to be shared by many (Data lineage and data definitions for standardized and global variations made 
available & governance adopted

Metadata ManagementOBIEE Tool Administrator/Production Support Analyst
Metadata/Master Data Management (DQM Task Force)

Data Base Administrator

Information 
Consumers

Report
Writer

Presentation Layer

Customers

Customer
Care

Out of 
Box

Reports
PDA

Blackberry

PSM

CMG

Dashboards
Cubes

EXCEL

OVM
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Reports
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Data Sources
Biz Solution
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Requirements

Gathering

AGENT

Business

Stored in:
*Kana – Agent

*Y!CAMS – Agent 
CareSat – Agent_ID
QA Tool – AgentID

WFM – CorpID
Live Person-

DW Mgr/Architect/Modeler

Product

Sales

Data Warehouse

AGENT_USER_

IDENTIFIER

Operational 
Dashboards / KPIs

-

Report Label Creation

Data Definitions

Data Marts Designed

Resolution
Rate

Finance

Product

Sales

New Label
Agent

Business Rules

Predictive Analysis

Operational 
Dashboards / KPIs

-

Report Label Creation

Data Definitions

Data Marts Designed

Resolution
Rate

Finance

New Label
Agent

Business Rules

Predictive Analysis

Master Data &
Metadata 

Definitions
& Business Rules

Information DeliveryOBIEE Developer

O
B

IE
E 
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Security Model

Front End
Customization

Cubes

Loading 
Software

Creating
DEV, TEST, 

PROD

OBIEE
Analytics
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Out-of-Box
Canned

ReportingAd-hoc/Cubes 
ReportingDashboards

OBIEE DW Environment

Other 
Customer 

Care 
Sources

Spreadsheets

ORACLE 
OBIEE

Reporting
Environment

Oracle
CRM

Automated
Scripts 

O
ra
cl
e 
ET
L

SQL Server

QA Tool
RFS Tool

Feedback Tool

Unleash the Power of Your Information
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Data Quality for GCC Data Warehouse
• Getting away from “code, load and explode”

• The “data scouts” (team with business and IT representation)

• On finding significant DQ problem, choose from strategies such as:
– fix the data at the source (actually go into the data store and physically zap the data)

– fix the program the source (apply the correct edits in order to validate the data)

– fix the business process (a broken business process is very often the main cause of poor 
quality data)

– recognize and resolve situations where data attributes are being used for a purpose 
other than their original intent (e.g. a gender code, which has more than two distinct 
values)

– transform the data on the way into the data warehouse (this is the most common of 
strategies, but should not be the only strategy employed)*

Unleash the Power of Your Information
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Semantic
Discovery Data Profiling

Cleansing/
Data Quality

ETL
Find It

Fix It

Move It

DQ Functionality Categories

After Bonnie O’Neil & Derek Strauss

Monitor It & Report It

Monitor
Quality

Report
Quality

Unleash the Power of Your Information
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Define & Prioritize Quality Measures
& Business Rules

Find Fix Monitor

Analyze & Prioritize
Transformation

Rules

Report

Data Quality Process

Feedback Loop

Unleash the Power of Your Information
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Global Contact Rate Report Data Flow Diagram (AS-IS)

Messenger UU Data

LivePerso
n Flat File

Confirmit Convergy
s Flat File

Himalayas 
Report

QDB+

LORAX

Mongoos
e

GCR 
Report

Ex
ce

l M
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ng

IBM 
Daksh 

Flat File

LivePers
on GCR 

ReportQClip 
Report

DYC/Digit
s Flat File

KANA
YCAMS 
Ticket

YMBSG

LIVEPERS
ON

Fraud 
Detection 

Tool

Email Data 

Chat Data 

Phone Data

GCR 
Report

C
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e\
M
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VP(s)VP(s)

PSM(s)PSM(s)

DYC/Digits Flat File

DQClip Report

All other properties UU 
Data

GCR 
ReportMobile 
Flat File

Mobile UU DataPhone Data 

GCR 
Report

Global 
Outsource 

Dash 
Report

Phone Data
Email Data 

DIGITS
DYC

TW/HK
Auction 
Patrol 
Tool
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Reverse Engineered 
Physical Data Model

GCC Logical
Data Model

Data Warehouse 
Physical Data Model

Data Mart 
Physical Data Model

Data Warehouse
Logical Data Model

Data Mart
Logical Data Model

Data Models Needed

Unleash the Power of Your Information
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Building the Global Customer Care 
Business Data Model

QDB+

CRM

LORAX

KANA

GCC Business Model
(Conceptual and Logical Views)

“First-cut” Physical Models

Integrated
Relational Model

Dimensional Models

Reverse Engineered
Data Models

Customer

Financial
Product

Risk

MODELING SESSION:
Integration by
Subject Area

Marketing
Profitability

Credit Risk
Treasury
Management

Analysis of “Sources”
& embedded Business Rules

utilizing Data Profiling Tools

MODELING SESSION:
Creating the 

“Data Warehouse Readied”
Models

Unleash the Power of Your Information
After  Derek Strauss
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Responsibilities
• Confirm Technical   

Architecture Direction
• Manage Technology 

Demand
• Publish  and Enforce 

Tools Patterns

Chief Data 
Steward
(Business 
Visibility)

Chief Data Chief Data 
StewardSteward
(Business (Business 
Visibility)Visibility)

Oversight
Management

OversightOversight
ManagementManagement

Funding Optimization

Financial Tracking

DW 
Manager

DW DW 
ManagerManager

Finan
cia

l T
rac

kin
g

Funding Commitm
ent

Definition

Communication & Progress Rptg

GCCGCC
Technical DataTechnical Data

StewardsStewards
GCCGCC

BusinessBusiness
Data StewardsData Stewards

Program Office responsibilities
• Business Demand Management
• Technical Execution 

Management
• Financial Management

Responsibilities
• Confirm Policy
• Manage Business Demand
• Make Investment Decisions
• Ratify/modify data management principles
• Ensure on-going funding is available
• Identify opportunities and issues
• Understand costs and benefits
• Define priorities 
• Monitor progress

Executive SponsorsExecutive SponsorsExecutive Sponsors

Responsibilities
• Execute to priorities of the strategy
• Ensure the availability of processes and 

infrastructure
• Focus on coordinating tactical delivery
• Leverage existing implementation efforts 

or initiate separate projects
• Manage and report opportunities and 

issues
• Analyze costs; monitor, track and report 

on progress against goals and 
objectives

Data Stewardship Responsibilities
• Provide DQ Oversight and Analysis of DQ 

Process
• Create and Maintain Metadata
• Resolve Data- related Issues
• Establish Performance and Quality 

Measures for Data
• Maintain Business Rules
• Effect Culture Change for DQ

VPVPVP

Data StewardsData Stewards
Working GroupWorking Group

VPVPVP

DW TeamDW Team

Data Governance Structure

Knowledge Coordination

Unleash the Power of Your Information
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It’s all about the People

We share an infectious sense of mission to make 
an impact on society and empower consumers in 
ways never before possible. We are committed to 
serving both the Internet community and our own 
communities. 

- Jerry

Unleash the Power of Your Information
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