INTERNATIONAL MARKETING / DIRECT SALES

QUICK FACTS
Transnational overview and constant
reporting on the quality of the customer master data
KPIs provide facts instead of
assumptions
Increase in the data quality through
linkage to Data Quality Tools

VORWERK INTERNATIONAL

STORY

Vorwerk distributes innovative and technically superior household
products in more than 70 countries
throughout the world. The individual national branches are largely independent and customer master data
is stored in various systems. It is important for Vorwerk to be able to measure
the quality of the data irrespective of
the system landscape.

SOLUTION

The Data Quality Scorecard from Uniserv provides Vorwerk
with information about the quality
of the customer master data for the
implementation of marketing measures. In this respect, the data is checked
for compliance with defined business
rules at regular intervals. The result
of this check: the Data Quality Score.
This makes the symptoms of poor
data apparent and measurable and
converts vague assumptions into factual knowledge.

SUCCESS

Vorwerk International now
has a transnational overview of the
current status quo of the data quality.
The DQ Scores enable the countries
to monitor DQ measures which have
already been taken and to initiate measures for improvement - the awareness
for data quality is many times higher.
The result: the DQ Score has improved
in several countries.

STORY

Measurable
Data Quality.
The vacuum cleaners and window cleaners of Kobold
Systems or the Thermomix food processor - customers
throughout the world are delighted with the innovative
and technically superior products of Vorwerk. Apart from
the familiar Kobold and Thermomix household appliances, the extensive portfolio of products and services includes cosmetics, air and water filters, carpets and a range of
leasing and financing services.
Vorwerk is characterised by a unique way of serving customers. The products cannot be purchased via local sales
outlets but are distributed through an extensive network
of independent advisers. It has only recently been possible
to buy certain products via webshops. The first Vorwerk
Stores have also been opened. However, the customers are
always individually cared for and advised by their assigned
representative irrespective of the sales channel. In this respect, professional customer data management is critical
for success.
More than 603,000 people work for Vorwerk worldwide.
Around 591,000 are self-employed advisers and there are
more than 12,000 salaried employees. Vorwerk generates
a group revenue of 2.8 billion euros (2014) and operates in
more than 70 countries. Vorwerk International forms the
strategic Head Office for direct sales. The product development and sales companies of the Kobold and Thermomix
divisions in the various countries are managed from here.
In addition to these sales companies, Vorwerk International
is also responsible for independent distributors. These sell
Vorwerk appliances in markets, in which Vorwerk does not
have its own sales organisations.
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BUSINESS AREA

BUSINESS ENVIRONMENT

DATA BASIS

REQUIREMENT

Business-to-Customer /
Business-to-Business

International

Complex, heterogeneous
system landscape

Constant data quality
reporting

The independence of the various national branches means
that a complex system and process landscape has developed
over the years. Each country uses individual databases and
applications tailored to its requirements.
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S TEER MARKETING CAMPAIGNS IN AN OPTIMUM MANNER and
know exactly whether the customer master data meets
the respective requirements of the marketing measures
IMPLEMENT SUCCESSFUL CUSTOMER RETENTION MEASURES – the

The heterogeneous system landscape makes it more
difficult for Vorwerk to obtain a transnational overview of the
quality of the customer master data. Irrespective of the system landscape, it is important for Vorwerk to:

basis for this is a 360° view of the customer
These reasons gave rise to the need for constant reporting
on the quality of the customer master data at Vorwerk –
this was the starting signal for a long-standing working

Q UICKLY IDENTIFY PROBLEMS IN THE DATABASE and thereby

relationship with Uniserv.

enable the appropriate use of data quality measures

„Since the introduction of the DQ Scorecard, we have had a better overview
of the quality of the customer data. We knew precisely which improvements
we had to make and where to make them, and we also implemented them.“
HEAD OF MARKETING
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SOLUTION

Collectively creating
efficient solutions.
The DQ Scorecard enables Uniserv to offer Vorwerk a basic
tool to counter the manifold challenges of Customer Master
Data Management. It provides Vorwerk with information
about how its customer data supports the marketing-driven
processes.
The primary component of this solution is the definition of
Data Quality Rules, i.e. specific business rules, against which
the data records are checked. The result of this check: the
DQ Score, a KPI which makes the symptoms of poor data
apparent and measurable.
The DQ Scorecard is a mix of consulting on the one hand
and software on the other. Uniserv thereby developed
a lean approach for implementation of the software in
close cooperation with Vorwerk. A time-consuming change
process and long implementation times were not necessary.

format. Uniserv and Vorwerk then jointly defined the Data
Quality Rules, which were tailored to the business. In the
process, the intermediate levels via which the results of
each individual rule and their weighting are included in the
total score were determined. The finalised set of rules was
eventually applied to the ‚global view‘ of all the customer
master data of the countries.
The result of the rule check can be read on a browser-based
dashboard with a few clicks - any place, any time. Vorwerk is
now able to compare and analyse the individual DQ Scores
as required. The drill-down option reveals precisely which
rule or entity has caused a poorer DQ Score, i.e. it shows
where problems and weaknesses are concealed. This analysis is actively supported by gap and impact analysis. As a
result, Vorwerk can concentrate completely on the technical
aspects without having to worry about technical questions,
such as data models or reporting tools.

The creation of a standardised ‚global view‘ of the data of
the various countries was required as an initial step. A uniform structure with specified fields were defined for this,
so that the data landscape was customised to a consistent

KICK OFF
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DEFINITION
DQ RULES

SOFTWARE
INSTALLATION

SCORECARD
SETUP

IMPLEMENTATION
SIGN OFF

HANDOVER
WORKSHOP

DEFINITION
OF DQ
ACTIONS

Data Quality Scorecard
Documentable data quality measures, which can be
readjusted if necessary
	Display of the DQ Scores in a browser-based dashboard with drill-down functionality and gap analysis
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	Focus on business scenarios through individual
rule weighting
Technical combination with other data quality solutions

CUSTOMER DATA

DQ TOOLS

DQ MONITOR

BUSINESS RULES

DQ SCORECARD

DQ REPORTS

„The DQ Scorecard provides us with a good overview of the quality of the
customer master data in the all countries and divisions. We plan to link
additional data sources to the Scorecard, in order to steadily extend this
overview.“
INTERNATIONAL CUSTOMER REALTIONSHIP MANAGER
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SUCCESS

Pro-active
Data Management.
The combination of qualified consultants, optimum project
methodology and powerful software ensured that the time
and content goals of Vorwerk were reached. Vorwerk now
has a transnational overview of the current status quo of
the data quality.
A significant increase in the awareness of data and its
quality has therefore been achieved. The DQ Scores enable
the countries to independently monitor DQ measures which
have already been taken and initiate countermeasures.
Initial improvements in the data quality can be observed - the DQ Score has already increased. Campaigns
can be effectively planned, since it is apparent whether
the customer master data meets the requirements of the
marketing measure.
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As a result of this positive experience, further DQ rules will
be defined in future. DQ measures can therefore be even
more carefully directed and optimised. There are also plans
to link additional data sources.
Be it in the strategic or operative area, the DQ Scorecard
provides Vorwerk International with a reporting and
data management tool which supports all the data-driven
processes and projects. Further positive synergy effects can
therefore be expected in the long term.
Or to put it in simple terms: Better Data. Better Business.

DQ AWARENESS IN THE PAST

DQ AWARENESS TODAY

ADVANTAGES

Few indications of where DQ
could be suitably improved

Control of optimisation measures
possible, open discussion culture
on the issue of DQ

Significant improvement in
quality, pro-active management
of the customer master data
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„With the DQ Scorecard, Uniserv has developed an excellent tool which
provides pro-active control of DQ optimisation measures. This project was
not only successful but also highly enjoyable as a result of the extremely
transparent and structured approach for implementation of the Scorecard. “
PROJECT ADVISOR
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CUSTOMER DATA MANAGEMENT
from the European market leader

–

Uniserv is an expert in successful customer data management. Smart Customer MDM, the MDM solution for customer master data, combines data quality assurance and
data integration in a comprehensive approach. Customer
data is at the focus of initiatives for Master Data Management, data quality, data migration and data warehousing,
e.g. in the environment of CRM applications, eBusiness,
direct and database marketing, CDI/MDM applications and
Business Intelligence.

quarters in Pforzheim and its subsidiaries in Paris, France,
and Amsterdam, Netherlands, and serves a large number of
prestigious international customers from all sectors of industry and commerce, including Allianz, Deutsche Bank, eBay,
EDEKA, E.ON, France Telecom, Lufthansa, Otto, Siemens,
Time Warner, TUI and VOLKSWAGEN. The Commissioner for
Data Protection for Baden-Württemberg recently confirmed
that Uniserv structures its business processes in compliance
with legal data protection requirements.

With several thousand installations worldwide, Uniserv
serves the expectations of a comprehensive solution for all
business and customer data over the entire data lifecycle.
The company employs more than 130 people at its head-
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