
 
 
The Value of Data Quality Solutions  
 
 
ABSTRACT 
 
The Customer Data Integration program at National Instruments (NI) was launched in response to 
longstanding business issues resulting from duplicate and disparate customer data.  This data 
comes into NI via various communication channels and business functions and is stored in 
various business applications.  Couple NI’s insufficient capability to search for, and identify 
customers with the variations that occur in names and addresses, NI saw a constant stream of 
duplicate customer records.  To address these issues, NI purchased IBM’s Initiate Master Data 
Service to implement a customer data integration hub.  Source system customer records are 
loaded into the CDI hub in near real-time, utilizing SOA.  Using the CDI hub’s probabilistic 
matching algorithm, duplicate customers are identified and linked together (into a linkage set).  In 
this presentation we will share how we established a game plan, methods we employed, some of 
our deliverables, the business impacts, and plans for the future. 
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NI’s Journey to Improved Customer Insight
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Agenda
• Who is National Instruments (NI)?
• NI’s Data Integrity Journey
• Customer Data Foundation
• Leveraging Customer Data across the business
• Building a Successful Customer Data Program
• Evolution of our Customer Data foundation
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Investment Highlights
Leader in computer-based 

measurement and automation

Long-term track record of 
growth and profitability

$873M revenue in 2010

More than 5,200 employees; 
operations in 40+ countries 

More than 30,000 companies

No Industry >15% of Revenue

FORTUNE’s 100 Best Companies to 
Work For list for 12 consecutive 

years

Cash and short-term investments 
of $351M at December 31, 2010

R
evenue in M

illions

Record FY 2010 Revenue 
of $873 Million
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Many different Applications

ElectronicsSemiconductors Computers

No Industry >15% of Revenue

Advanced
Research Petrochemical

Food
Processing Textiles

AutomotiveTelecom

ATE Military/Aerospace
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Many different customers
More than 30,000 companies

>90% of Fortune 500 manufacturing companies
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Our Application Footprint
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The Data Integrity Journey:  Before CDI

Who is 
Joe Smith???
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The CDI Goals This is 
Joe Smith!
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Matching & Quality
Modifying Algorithms

How it’s done
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Quality Measures (Contact & Location)
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Web User ProfileWeb User Profile

Oracle 11iOracle 11i

Store #3908, Zip = 

Raytheon Space & Airborne Systems
Joe Smith
US - English
JoeSmith@west.raytheon.com
(BAD_EMAIL)

Raytheon Electronics Systems Lab
Joe Smith
2000 E El Segundo Blvd
San Francisco, CA 46899

Local identifier
12345

3rd Party Data3rd Party Data
Raytheon Systems Co.
2000 E El Segundo Blvd
San Francisco, CA 46899

Local identifier
RAYTHEON48047

View of Trusted SourceView of Trusted Source

Raytheon Systems Co.
Joe Smith
2000 E El Segundo Blvd
San Francisco, CA 46899
jsmith@raytheon.com

Customer Data HUB

Oracle CRM/ERP

Web

Data Warehouse

NI’s Customer Data Integration Approach

Raytheon Systems Co
Joe Smith
2000 E Imperial Ave
NETOWN, CA  45883
jsmith@raytheon.com

Local identifier
16367

Local identifier
11669

Non Oracle Branches

12

Customer Pain

NI Pain

Search

Incorrect support
levels

SSP Upgrades

Pricing/Contracts

Web Personalization

Sales commissions

Uncoordinated sales follow-up

Web transaction loading

Web/Oracle knowledge 

Multiple mailings

Lead scoring/segmentation

Mail services

Shipment returns
(bad address or wrong acct)

Orders on dupes or wrong accts

Credit risk on duplicated accounts

$ Pain point AND
Business Opportunity

Pain point 

Field Contact Mining

$
$

$

$

$
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CDI Enabled Solutions

National Instruments Confidential 14

Login: SRM calls CDI to find 
all Oracle records based on 

ni.com User Profile
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Service Requests are displayed for all 
Oracle records returned by CDI

Service Entitlements are 
displayed for all Oracle 
records returned by CDI

National Instruments Confidential 16

Internal NI CDI Search
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New 360° Activities View

360°
View
360°
View

OpportunitiesOpportunities

LeadsLeads

NotesNotes

InterestsInterests

TasksTasks

Service
Requests
Service

Requests

OrdersOrders

QuotesQuotes
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ni.com/userprofileni.com/userprofile

Tradeshow filesTradeshow files

Store #3908, Zip = 

Joe Smith
Raytheon Space & Airborne Systems
US - English
JoeSmith@west.raytheon.com

Registration through productRegistration through product
Joe Smith
Raytheon Systems Co.
2000 E El Segundo Blvd
San Francisco, CA 46899 Local identifier

RAYTHEON48047

View of Trusted 
Source

View of Trusted 
Source

CDI
Raytheon Systems 
Co.
Joe Smith
2000 E El Segundo Blvd
San Francisco, CA 46899
jsmith@raytheon.com

Customer Data Loader
Application

Oracle CRM (Americas)

Oracle CRM (Europe)

NI’s Customer Data Loader Approach

Raytheon Systems Co
Joe Smith
2000 E Imperial Ave
NETOWN, CA  45883
jsmith@raytheon.com

Local identifier
16367

Non Oracle Branches
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CDL Enabled Solutions

National Instruments Confidential 20

CDI Enabled BI Applications
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Business Intelligence NIC National Instruments Confidential 21

Golden Contact

Golden Site
Source id Organization name Creation date Customer category Address

3515352 Massachusetts Institute of Technology 30-MAY-06 Education 138 Albany St

Source id Organization name Creation date Customer category Address
2570982 MIT 27‐FEB‐96 Education 138 Albany St Nuclear Reactor Laboratory

Source id Organization name Creation date Customer category Address
3504190 MIT Nuclear Reactor Laboratory 23-JAN-08 Education 138 Albany Street

Enterprise id Organization name Creation date Customer category Address
48500 Massachusetts Institute of Technology 27‐FEB‐96 Education 138 Albany Street

Source id First name Last name Organization name Job title Department Creation date
1437876 Madhu Balakrishnan Massachusetts Institute of Technology 09‐JUL‐02

Source id First name Last name Organization name Job title Department Creation date
2637894 Madhu Balakrishnan MIT Mechanical Engineering 01-APR-05

Source id First name Last name Organization name Job title Department Creation date
2916710 Madhu Bala Massachusetts Institute of Technology Engineer Lab/Research 07-MAY-08

Enterprise id First name Last name Organization name Job title Department Creation date
39326528 Madhu Balakrishnan Massachusetts Institute of Technology Engineer Lab/Research 09‐JUL‐02

National Instruments Confidential 22

NI Best Practices
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CDI gave us the REAL Joe Smith but…

Why don’t we know ? 

What NI products does he own ?

or

We’ve asked him but we don’t 
“remember”

We’ve never asked him

National Instruments Confidential 24

Customer Insight: More Known End Users = $$$

LabView Serial #

DAQ
Serial #

PXI
Serial#

Modular Inst.
Serial #

Joe Smith Owns

System  XYZ

Entitled to (or should be informed about)

Extended 
Warranty Calibration Multi-year 

Service
Premium 
Content

Also Used by

System 
Assurance
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Strategy towards Greater Customer Insight

Order Service 
Renewal

Service/
Support

Drivers/
Updates

Activate Register

CSR SupportMarketing

UserUser
Technical 

Owner
Purchasing 

Agent User

UserUserUser User

Customer
NI

SRC /myproductMerchandising /register
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Contact 

Intellig
enc

e

Product & 
Service 

Ownership

Sys
tem

 

Owners
hip

Product 
Usage

Journey to Customer Insight…..

Customer
Data

Product
Data
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Questions?

NI’s Journey to Improved 
Customer Insight continues…
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