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DATA OCH MARKETING TECHNOLOGY
NY TEKNIK OCH PLATTFORMAR FÖR SKRÄDDARSYDD KOMMUNIKATION OCH KUNDHANTERING

Agenda

10.30-10.45 Telia case

10.45-11.15 Teknisk lösning Ekosystem och IT-struktur

11.15-11.30 Att bygga och följa upp kampanjer powerpoint race

11.30-11.45 Kulturresan Samverkan Affär & IT

11.45-12.15 Grupparbete

12.15-12.30 Summering



TELIA CASE
Upphandling 2010-2011

2011 IT-org på plats

2011 Outbound Norge 

2014 Analytics

2015 Qlik rapportering

2017 Övervakning 24/7

2018 ’Realtid’ via Data Lake

yyyy-mm-dd Internal
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CVM ROLL-OUT

CRM/CLM

E2E Datalake

Big data

CRT global maint & op  set-up

Portrait contract

2013 

2014 

2015  

2011 

2012 

2016  

Outbound B2C mob

Inbound B2C mob

BI-ANA roll-out

1:1 marketing in all direct

channels with online first

Enabler

Outbound Inbound

Analytics

Send outs 2017:

76 million 

• 45 outbound

• 31 inbound

Global Campaign Process & Way of Working

In-/outbound

integrated

Inbound

Outbound

Customer lifecycle
framework

Analytics

Global CLM Process

BI-ANA/GAP global maintenance & op  set-up
Sweden Online

Cross sale Mob/BB

Upgrade mobile campaigns

Danish campaigns

Swedish campaigns

Recs in Customer Operations

Norwegian campaigns

CLC Framework

Best practice New, Regain

Best practice Loyalty, Retain

Automated campaign reports 

Real time data

In-/outbound B2C broadband

Outbound B2C, pre-paid

MMS/Video

In-/outbound  Halebop

In-/outbound B2B broadband

CVM KPI & Reporting

CVM Portal

In-/outbound B2B mob

Outbound B2C mob

Outbound B2C mob

Inbound Migration

CVM

User Guides

Online  

Inbound restart Cross sale Mob/BB

Inbound campaigns

1:1 Marketing factory

Automated reporting

Facebook
Campaign Planning
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RECOGNIZE AND ACT ON THE CUSTOMERS SITUATION IN ALL CHANNELS 
THRU THE CVM TOOL (CRT)

Store

Reseller Contact
Centre

Web

Invoice

Product
Communication

Tele
MarketingDirect

Marketing

E-DM
(email/mobile)

Customer lifecycle
Usage data

Value/risk scoring
Demographics

Customer

CRT    
CUSTOMER 

RECOMMENDATION TOOL

Single customer view and multichannel marketing automation for consistent “Next Best Activity”

Use customer data and analytics and real time, interactive marketing capabilities to improve the customer interaction

Data 

Business
Rules

Real Time 
Events

Campaign
Design

Campaign
Automation

5



TEKNISK LÖSNING
EKOSYSTEM & IT STRUKTUR



TELIACOMPANY CVM SETUP USING A CUSTOMER CENTRIC 
MODEL

Execute2 Analytics 3 Strategy 4 Tactics

Acquire

X-sell

Up-sell

Churn

Loyalty

Winback

5 6 Measure

Attributes

Requirements Value

KPIs

1 Data Mgmt

Digital

Traditional

Generate customer insight Align customer strategies 
and tactics Execute and measure

A B E

Execute

2

Analytics

3

Strategy

4

Tactics

5 6

Measure

1

Data Mgmt

G

Data Availability and 
Quality

• Analytic models (churn, 
propensity-to-buy, 
estimated value etc)

• Automation

Campaign Execution 
capabilities

C
Customer strategies and customer lifecycle communication, 

Segmentation strategy
Reporting capabilities 

(QlikView)

F

Roles and Responsibilities



STRATEGY: IMPLEMENT CUSTOMER LIFECYCLE MANAGEMENT
FOR INBOUND AND OUTBOUND MARKETING PURPOSE

New

Care

Develop

Anti churn

Save

End

Win back

Confirm customer’s choice, get 
customer started, gather 
customer information, placement 
in correct value segment 

Take care and build
relationship Reward, 
engage, give tips & 
inspiration. 

Cross and up sell get 
customer onto additional 
products and services.

Proactive renewal and 
reactivation of high 
potential customers

Save customers
wanting to leave the 
company with a good 
offer. 

Understand  root 
cause of churn make 
a nice ending and ask 
if ok to contact later 

Win back regain lost 
customers



E-MAIL

WEB – TELIA.SE & MITT TELIA + LANDNINGSSIDOR

KUNDTJÄNST & BUTIK

2    SMS - MMS/VIDEO

DM/TM

SOCIALA MEDIER / FACEBOOK

9

KANALER

SAIDA

CRT IO/PD/HQ

Customer
Service

Customer

E-MAIL 

Access
Questionaire

CRT User

Telia 
Shops

CCDB & CBT

ETL 
Common Interface

CAESAR CAESAR

Landing 
Page

Sweden 
SMS-C

DM

AGORA
for CAESAR

(bounce, opt-out)

Order
managment

 (order)

SAIDA
System DB

EFS

 (order)

SQL query

Mitt 
Telia

TM
Sergel 
SMS

Alpha

Email addresses
SAIDA Email source

GSMAHS

Email addresses
ETL 

BI-ANA Leads ETL 

COLT HW order ETL 

FacebookTelia.se

BI-TS BI-ANA PLANENTEN

MFT

MMS



SAIDA

CRT IO/PD/HQ

Customer
Service

Customer

E-MAIL 

Access
Questionaire

CRT User

Telia 
Shops

CCDB & CBT

ETL 
Common Interface

CAESAR CAESAR

Landing 
Page

Sweden 
SMS-C

DM

AGORA
for CAESAR

(bounce, opt-out)

Order
managment

 (order)

SAIDA
System DB

EFS

 (order)

SQL query

Mitt 
Telia

TM
Sergel 
SMS

Alpha

Email addresses
SAIDA Email source

GSMAHS

Email addresses
ETL 

BI-ANA Leads ETL 

COLT HW order ETL 

FacebookTelia.se

BI-TS BI-ANA PLANENTEN

MFT

MMS

SE B2C – INTEGRATIONS

• 6 different set-up’s

10



NU/FRAMÅT 

yyyy-mm-dd Confidential

• Nära realtid – Timely data

• AI, Machine learning, chat bot

• Data Management Platform and/or Customer Data Platform



A business moment is a transient opportunity in which people, data, 

businesses and things work together dynamically to create value. 

(Gartner)

Reasons why we are missing Business Moments:

Blur

Interfaces

Interactions

Latency
2018-06-07

BUSINESS MOMENT
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UPPDATERAD BEHOVSBILD



BYGGA 
KAMPANJ

yyyy-mm-dd Internal



BYGGA
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• Plan campaign

• Create new campaign

• Add campaign level budgets & forecasts

• Create marketing activities

• Create offers

• Add existing offers

• Add activity level budgets & forecasts

• Create a task

• Design campaigns

• Launch campaigns

• Change or update in-market campaigns

• End in-market or suspended campaigns

• Monitor campaigns

• Evaluate campaigns



yyyy-mm-dd

HOW TO SETUP AN OUTBOUND CAMPAIGN
• HQ Optional for outbound provide data for reports, mandtory for inbound

• Define the campaign

• Create a Campaign Budget (Optional)

• Create an activity (define channels to be used, offers)

• Create an activity budget (Optional)

• PD (outbound)

• Create and modify a dialog (select a domain)

• Create a target group (Selection)

• Create a communication template

− Email

− File e.g. for Telemarketing

− SMS

• Response (logging responses if customer accepts or rejects an offer)

Internal
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CREATE AND ACTIVITY 
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CREATE AND ACTIVITY BUDGET 
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CREATE AND ACTIVITY BUDGET 
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CREATE AN OUTBOUND DIALOG TREE STRUCTURE 
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COUNT A SELECTION TARGET GROUP 
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CREATE AN OUTBOUND EMAIL 
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CREATE AN OUTBOUND SMS 
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CREATE AN TELEMARKETING CUSTOMER DATA FILE
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WHAT WILL THE CUSTOMER SEE

Mail



INBOUND VIA MITT.TELIA
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KUND X KUND Y



FÖLJA UPP

yyyy-mm-dd
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KULTURRESAN
SAMVERKAN  AFFÄR & IT



TVÅ KULTURER SKA MÖTAS

yyyy-mm-dd Internal

Affär/Marknad

Snabb & Flexibel

Kör så det ryker

IT förstår inte behoven

Intäktsgenerering

Kommunicera

Våga pröva

IT

Uthållig & Stabil

Regler & Rutiner

Marknad kan inte uttrycka behoven

Kostnadsbesparing

Kommunicera

Utmana reglerna



IT UTMANING
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• Nytt arbetssätt

• Designa teamet, (val av leverantör)

• Anpassad servicenivå och support

• Kontinuerliga avstämningar med affären

• Bygga verksamhetskompetens och affärslogik

• Hantera en mängd nya kanaler och integrationer

• Kommunicera relevant för affären
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AFFÄRENS UTMANING

• Nytt arbetssätt

• Kulturomställning från Kreatör till Digital kreatör

• Förstå teknik och använda analys

• Samverka och var uthålliga; Ni kommer inte klara resan utan IT så undvik genvägar

• Mät och demonstrera resultat; Med bra business case så kommer investeringsmedlen

• Sätt och lev i vision och strategi

• Marknadsför internt för att säkra Management attention 

• Utveckla arbetssättet kontinuerligt
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AFFÄR OCH IT I SAMVERKAN
AFFÄRSÄGARE OCH IT-ÄGARE TILLSAMMANS
STARK STYRGRUPP MED MANDAT 
UTHÅLLIG PROJEKTORGANISATION



2018-11-1433

FUNCTIONAL AREAS IN THE CRM COMPETENCE CENTER

CRM

Competence

Center

CRM CC

Governance

IT CLC CLC 

Coordination

CLC

Campaign 

Execution

CLC

Operational

Development

& Support

CLCAnalytics

Coordination

AN

Data

Governance

IT

Systems 

Maintenance

& Support

IT

Vendor

Management

IT

Analytics

Support

AN



CVM CC STEERING COMMITTEE

STYRNING

Program
Styrgrupp progressrapportering och prioritering

Kontinuitet utvecklare & projektledare

Frekvent affärsavstämning
Status utveckling & förvaltning 1-2 ggr/mån med 

resp affärsområde
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METODIK

• Projekt

• Program

• Agil utveckling

• I program

• Produktägare från affären (NBA-team)

• Värdeström istället för systemfokus

• Dev-Ops

• Utvecklings & Förvaltnings resurser i samma team med en back-log

• Inkludera Drift (Operations)



VERKTYG
JIRA & CONFLUENCE
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SLUT
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Grupparbete

1. Vilka är de största 

utmaningarna I att 

implementera en effektiv

Omni channel Marketing 

Automation lösning i era 

hemma organisationer?

2. Hur ser samarbetet ut 

mellan business och IT, 

har ni samsyn?
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SUMMERING
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