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Canon

Canon Europe’s Consumer Imaging Division

Canon Europe is a subsidiary of Canon Inc. of Japan, a world-leading innovator
and provider of imaging and information technology solutions for individuals
and businesses. Canon Europe’s main business focus is in two clearly defined
markets: Business Solutions (developing IT products, solutions and services for
the office and professional print environments) and Consumer Imaging
(photo, video, Bubblelet printers, scanners, fax machines and multifunction
devices). It also provides industrial products, including broadcast lenses,
semiconductor and medical equipment.

Significant operation

Canon Europe’s Consumer Imaging (CCl) business markets, sells and
distributes the company’s consumer products including cameras, printers, fax
machines and scanners. It has operations in 18 countries.

Business centralisation

Until 2001, Canon’s European operations were relatively independent of one
another. But with the euro currency gaining widespread acceptance and
increasing retailer and distributor consolidation to ensure customer value and
competitiveness, Canon Europe moved to a higher degree of centralisation.
Along with the introduction of a centralised Oracle ERP system strategies,
processes and expenditures were consolidated on a European level.

Customer-centric sales strategy

CCl provides a flexible, multi-channel buying experience allowing retailers to
buy directly from Canon or via distributors. It needed a clear picture of its
customers and distributors, including who are the most important, along with
their purchasing profiles. With this information it would be able to set sales
targets and consider appropriate strategies, such as levels of marketing
support and volume discounts, in order to steer revenue growth and customer
and distributor loyalty.
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“We had about
500,000 records in
Oracle CDH, with a
varying degree of
duplication from
country to country.
For some countries
up to 60% of the
original addresses
were duplicates.”

Oracle Customer Data Hub

CCl uses Oracle’s enterprise resource planning (ERP) solution, Oracle eBusiness Suite, so it decided
to implement Oracle’s Customer Data Hub (CDH) data integration solution to provide a centralised
customer database to support its new customer and distributor management strategies.

To support the implementation of Oracle CDH, Canon chose to also improve the quality of the
information in order to achieve an accurate and reliable single customer view.

Hendrik Doeringer is CCl's European Customer Intelligence Manager. His team, which provides
reporting and performance-measurement tools for management, sales and marketing, was put
in charge of improving the quality of the data held in the Oracle CDH.

Data Quality issues

“When data was originally extracted from the multiple in-country systems and imported into
Oracle CDH, we had problems locating duplicate customer records,” said Doeringer. “De-
duplication, matching and merging was extremely difficult to do accurately because the original
source data was of varying quality and completeness, and used different address standards,
codes, spellings and European languages.”

The data quality issues experienced were impacting reconciliation, the aggregation of sales and
calculation of sales performance by region. Duplicates impacted the accuracy and completeness
of single customer views and meant they were not always completely up-to-date.So information
could not always be relied upon for reporting or for decision making.

“We had about 500,000 records in Oracle CDH, with a varying degree of duplication from country
to country. For some countries up to 60% of the original addresses were duplicates.” added
Doeringer.“When our best customers buy tens of millions of euros of product per annum, we
have to be able to trust what our systems are telling us when using that information to build and
launch strategic customer management and distribution plans.”

In addition to historical information, Canon also receives data each week from its distributors via
some 200 data feeds from 18 countries. This information arrives in address formats of varying
quality — and also needs to be matched accurately to records held in Oracle CDH.

Initially, CCl sought to de-duplicate its Oracle CDH and match data from incoming data feeds to
existing records by employing a data steward for each country.The steward had to analyse every
record manually, fill in missing data, standardise it and then locate ‘suspect’ records for matching
for the business to finally accept.

“Manual data quality efforts were slow, expensive and not totally effective,” said Doeringer.
“We expressed our concerns to executive management, and our vice president for Europe
agreed that an automated data quality solution would reduce costs as well as deliver better
data to the business.”



Trillium Software System

Extensive trials were conducted involving a shortlist of vendors. These concluded with CCl
selecting the Trillium Software System®.

“The Trillium Software System delivered the best results in our proof of concept tests,” said
Doeringer.

He added:"“The software delivers a strong advantage over other data quality tools by providing
an extensive and accurate set of international data quality rules built-in, on which you can
expand. It also offered us rapid deployment, while other tools required writing quality rules from
scratch, which is an extensive job. Plus it offers easy maintenance and is flexible, meaning we can
use it elsewhere.”

CCl also valued Trillium Software’s long-term partnership with Oracle, with Oracle backing the use
of Trillium Software solutions in its software environments. In addition, Trillium Software offers
multilingual, multinational address recognition - essential to CCl with its Europe-wide operations.

“We have worked with IntoDQ - Trillium Software’s value-added reseller in the Netherlands -
from proof of concept, through implementation to ongoing support,”said Doeringer.“We valued
their product knowledge, extensive data quality expertise and how quickly they were able to
build a solution for our business.”

CCl currently uses the Trillium Software System to validate, cleanse, standardise and then match
records in order to present duplicate records. A master record can then be selected and the files
merged within Oracle CDH.

Oracle CDH can then identify relationships between customers, a process known as
‘householding; to create, for example, a link between a parent company retail customer and its
subsidiaries and ensure ship-to, bill-to and ordered-by data are not held as separate records, but
matched to provide different views of the same record.

CCl went live with in June 2007. An initial pass of CCl's data was undertaken in batch.
Subsequent new data quality services such as for distributor data feeds operate in real-time
through the Trillium Software Director application interface services. Oracle CDH passes a
record to the Trillium Software Director, which is then processed by the Trillium Software
System and then returned.

Approximately every six months, CCl reviews the performance of its business and data quality
rule sets, making slight changes where appropriate to fine-tune its environment and further
improve matching.
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a great deal of time
compared with
manual efforts and
given us single
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”

business can trust.
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Trillium Software:

Within days of going live with the Trillium Software System, CCl started to benefit from having a
formal and automated data quality process in place.

“Some 20% of our records were immediately identified as duplicates and merged automatically,
with another 25% highlighted as potential duplicates,” said Doeringer.”Automated data quality
has saved us a great deal of time compared with manual efforts and given us single customer
views the business can trust.”

The cleansed data has allowed CCl to gain intelligence into many areas of its business which
today is steering its customer and distributor management strategies. These include:

» Strategic accounts:
“We were able to identify and analyse each customer’s direct and channel-buying behaviours
to learn exactly the volumes of Canon products each customer was buying and via which
source,” said Doeringer.“This is essential to identifying our most important customers and to
our account management, sales support and sales growth strategies.”

* Purchasing behaviours:
“Some customers quite clearly buy our products from the cheapest possible source; others
appear to procure from sources providing excellent sales support,” said Doeringer.“Armed
with such knowledge, we can plan our sales strategies more effectively.”

» Distributor profiles:
“A cleansed data base of resellers will also allow us to identify which areas of the market our
distribution partners cover. This way we can ensure that all strategic resellers and market
segments have access to Canon products.” Said Doeringer.”A clear profiling of our Distribution
partners also allows us to improve our services to them and their customer’s needs.”

“Implementation has been very successful and the Trillium Software System is now part of our
standard solution when we roll-out into other countries. Other areas and projects within Canon
faced with having to de-duplicate data are also looking into the Trillium Software System,”
concluded Doeringer.

Harte-Hanks Trillium Software
www.trilliumsoftware.com
Corporate Headquarters

+ 1 (978) 436-8900
trlinfo@trilliumsoftware.com

European Headquarters
+44 (0)118 940 7600
trillium.uk@trilliumsoftware.com

HARTE TRILLIUM
wit SOFTWARE

©2008 Harte-Hanks Trillium Software - All rights reserved.
Trillium Software, the Trillium Software logo, and the
Trillium Software System are trademarks or registered
trademarks of Trillium Software in the US and in
jurisdictions around the world.



