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Types of Data

Structured: 
Data containing data type, format etc. 
The data sets which are easy to 
understand 

Semi-Structured: 
Textual Data files with a distinct 
pattern e.g. XML files 

Quasi-Structured: 
Textual data with irregular data 
formats e.g. Web click stream data 

Unstructured data: 
No structure at all e.g. Twitter tweets, 
FB posts, WhatsApp posts etc.
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Big Data and its Key Characteristics 

Big data is a broad term for data sets so large or complex that traditional data processing applications are inadequate

Challenges include analysis, capture, data curation, search, sharing, storage, transfer, visualization, and information privacy 

Variety

Huge Data 
Volume

Processing 
Complexity

Rapid 
Generation 

of Data
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Analytics Life Cycle



Private & Confidential

Data Architecture

Source: SoftServe
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Qualitative vs. Quantitative
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Data Mining Techniques

Classification classify a data item into one of 
several predefined classes

Regression map a data item to a real-value 
prediction variable

Clustering identify a finite set of 
categories or clusters to 

describe the data

Summarization find a compact description for a 
set (or subset) of data

Dependency Modeling Describe significant 
dependencies between 

variables or between the values 
of a feature 

Change and Deviation 
Detection

Discover the most significant 
changes 

Finding patterns or sequences in the way that people 
purchase products and services.
Walmart Analytics

Obvious: People who buy Gin also buy tonic.
Non-obvious: Men who bought diapers would 
also purchase beer.

Market Basket Analysis

Grouping data into like clusters based on specific 
attributes.
Examples

Crime map clusters to better deploy police.
Where to build a cellular tower.
Outbreaks of virus.

Cluster Analysis
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Insight to business users about their 
business so that they can make effective 
and timely decisions to get ahead of 
their competition 

Historical, current and predictive view of 
the business 

Skills
Technologies
Applications
Practices

Acquire a better understanding of its 
commercial context

Make better decisions 

Interpret the presented facts and guide 
actions towards desired goals

What is Business Intelligence

Business intelligence combines a complex set of analysis and reporting tools to help you streamline company operations.



Private & Confidential

Key Requirements for Business Intelligence

04 02
Business 

Intelligence

03

01

Technology: Hardware, database platforms, data management software, delivery tools 

Business Practices: Governance, decision, operational processes

Data: 

Definitions, cleansing process, 
consistency, trustworthiness 

People: 

Roles/responsibilities, 
empowering knowledge 
workers to use information
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Examples

Show me the most effective promotions 

Show me customers most likely to switch 

Show me products that are not profitable 

Compare sales with this quarter with sales a year ago

Show me the bottom five products this year

Show me lowest/highest ranked salesperson by region

Show me sales for each district by month

Show me average sales amount for this quarter

Show me the top ten customers this year
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OLTP vs OLAP
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OLTP vs OLAP
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Total Cost of Ownership (TCO) Comparison
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Churn Analytics
Customer, Network Experience and Dealers

Challenges

x7
Cost to retain 

1 customer

Cost to acquire 
1 NEW customer

Price Sensitive

Technology -
Handset 
Support

Technology -
Network

Service 
Quality

Adopted Approach

• Churn diffusion analysis on churn behaviour  

• Geospatial  hotspot of churn behavior

• Behavioral analysis of churning customers 

• Product affinity analysis with churn

• Handset and service based association 
analysis 

• Association of demographics attributes 

to customer attrition

Outcome

• Predict customers likely to churn 

in next quarter

• Impact on revenue from churn experience 

• Comparative analysis between churn

and acquisition  

• Bad experience to churn conversion 

analysis

• Behavior and DNA of  high value churners

• Identify potential risk with new customers 

Competition

15
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Product Optimization Analytics
Rate-plans, Network Capacity, Customer Experience, Revenue & Margin

Adopted Approach

• Price elasticity analysis to optimize the 
product

• Simplex optimization to estimate the 
components of the products 

• Predict ARPU per customers for products

• Estimation of cost in network maintenance 
and eco-system

• What-if analysis to optimize 
margin/revenue

Outcome

• Optimize product bundle to enhance 
revenue and margin

• Behavior matching between usage 
behavior and product used

• Translating customer usage to product 
catalogue 

• Identifying the target customers  for a 
particular product25% The percentage of 

churn due to bad debt

Challenges

Declining 
ARPUs

Revenue & 
Margin 
Enhancement 

Customer Acquisition 
Cost

Internal
Cannibalisation

Call Center Cost 
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Call Center Analytics
Interaction Experience

Adopted Approach

• Top factor of repeat calls to call center

• Pattern analysis to understand what drives 
propensity to call

• Estimation of prediction and drivers for 
calls to call-center

• Temporal analysis of call center volumes 

Outcome

• Prediction of who, when and why will call 
call-center

• Behavior and DNA of repeat callers

• Insights into product/offers/demographic 
attributes strongly associated with call 
center complaints

• Geo-spatial analysis of high density of 
calls to call center

25% The percentage of 
churn due to bad debt

Challenges

High Cost of 
servicing calls

Long hold times

Complaints 
address 
inadequately

Service Quality

Complaints not getting resolved quickly; too many 
repeat calls
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Customer Experience Analytics

Adopted Approach

• Diffusion behavior analysis on call network

• Geospatial spread of analysis over temporal 
dimension 

• Call network analysis to identify the 
advocates

• Behavioral analysis of unhappy customers 

• Top factor of first time resolution 

Outcome

• Predict customers likely to be 
experiencing bad experience 

• Impact on revenue from bad experience 

• Impact on high value customers  from 
bad experience 

• Bad experience to churn conversion 
analysis

• Bad experience to bad debt conversion 
analysis

25% The percentage of 
churn due to bad debt

Challenges

Low Onboarding 
experience

High Complaint 
Volume

-ve sentiment on 
social media 

Long On-boarding 
Process

Poor Interaction
Experience

Too many touch 
points in order 
to first bill
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Total Cost of Ownership (TCO) Comparison – ERP system
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Total Cost of Ownership (TCO) Comparison – ERP and BI





Stay Strong



Thank you


