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What Price CRM Data Quallty?
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In an accounting or ERP system, most of the data must be right, pered. If Imolces, accounts
recalvable, Imentarles, work-npmcess numbers, ECAD fles are "best guasses," scmeons will lose
their joio and the CIO will be on the hot seat.

in thia columin, e had many quotable quotes about the nead for data quallty In SFA and CRM
systema. And here's another one: perfactoniam doean't pay. Its 8o Important, It's trademariced.

CRM Data Is Different

In & CRM sysiam, thamws a rangs of allowable {and sven expected) data quality that depands o the
specific date dameant. Some things ci hane to be perfsct, such a8 uniqus keys, inbsmal Eecurity
inkwmetion, onder quotes, ordir hiktory, and anything thets subject te an audit (such as PCI, HIPAA,
FERPA, or gther compliance stendards). But other things can ba just an apprximation or can be
mimming altogethar. ls it ssssntiel thet the cumtomer's customer sandcs calling histery fom last yeer ba
parfectly mpresamted In your CRM wywtem? Not likely. So how do you declds whem to make your data
quallty immestment?

How to Do Data Triage

The irat etep I8 to have an analtyst pull out the CRM data dictlonary (or, more likety, creabs ore) and
gseparate the data elements Into three cabegories

{1) the ones that must ba there and must be corect to prevent comuption In extemal systems or
misrepresentation of the busineas,

{2) the ones that should be comect for the CRM system to work at all, and

{3) the ones that peopls have asked for to make marketing, salss, and customer aupport work better,

The fun part comes in the next step. Do & quick data quality analysis an sach data sisment in the thres
celegories. Scam the dete quality by snswering questions such as:

Sbadl: Doas this deta slsment hee an imdisputed owner? I8 it updeted by a team member s o rorbal
mtop in & key business procesa? Or can neary anyone update it at any tima?

* Doos this data alamant heve Intamal velldetion to prevert nalsy Input? Dosa | heve an sudt el to
muppart troubles hooting?

» What percantage of the CRM ecorde has this data slement missing, cleardy Incomect, or duplicate?
Eased on the resulting acore, the analyst may want to reassign the triege category for some of the data
slements.

Most Expensive Data |s Data You Don't Really Need.
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