
Why is Customer Data Management Important? 
The tremendous growth in the volume and variety of data that is made available to financial services 
and insurance firms on a daily basis is both a blessing and a curse. The wealth of data promises the 
ability to understand customers better than ever before and to use that knowledge to improve service, 
fill gaps with appropriate products and apps, and drive revenues. Unfortunately, the siloed nature 
and inconsistent quality of most of this data makes it virtually impossible to achieve these goals. 

Many firms have invested in expensive data management tools such as Master Data Management, data 
warehousing, and enterprise integration solutions to improve the quality and usability of their enterprise 
data. While these tools help establish a master copy of select data, their rigid rules and processes 
fail to provide the operational agility firms need to make better sense of customer data and execute 
strategic initiatives like enterprise digitization, customer experience management, customer insights, 
and regulatory compliance. 
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Instead of facilitating access to high quality, trusted data across the organization, traditional data 
management solutions create static copies of customer information which quickly become outdated 
and thus unreliable. The challenges of using this information to deliver a superior customer experience 
across channels multiply with each additional copy made. As a result, firms are under pressure to reduce 
the number of copies of data. This is even harder in global organizations with regional data residency 
requirements that differ by country.

Share Data Effectively with an Enterprise Customer View
NexJ Customer Data Management (CDM) provides a new paradigm to address the data quality and 
integration challenges of an organization. An Enterprise Customer View creates a holistic understanding 
of the customer across regions, product lines, and channels, integrating demographic, interaction, 
transaction, relationship, and social data. It enables firms to implement enterprise-wide initiatives that 
rely on collaboration and information sharing between lines of business and regions without introducing 
the potential of working from conflicting copies of data. It also delivers a single source of truth that can 
be leveraged for enterprise auditing, archiving and compliance requirements.

Unlike the Master Data Management gold copy, which 
is a select set of approved data governed by strict rules, 
the Enterprise Customer View is a comprehensive and 
flexible “silver copy” of data that operationalizes data to 
better understand customers and automate processes. Its 
value lies in the fact that it is not constrained by limited 
data fields and onerous change processes so it is able 
to deliver a nimble view of quality data that is far more 
robust and actionable than the gold copy. 

NexJ CDM decouples the front office from the back 
office. It provides a normalized semantic model, auditing, 
monitoring, and archiving services so firms can gain 
better insights into their customer data without directly 
exposing business critical data assets to end users. Unlike 
other offerings in the market, NexJ CDM semantically 
normalizes data by mapping individual properties from 
source systems into atomic attributes with business 
meaning. These attributes can be combined quickly into 
classes to enable rapid development of new apps and 
services and deliver clean data to enrich the integrated 
desktop, customer-facing website, and any customer-
facing mobile tools.  This view uses data that is still sourced 
in the original systems (MDM, CRM, Policies, Billings, 
etc.), to maximize the value of existing investments.

With NexJ CDM, firms can integrate streaming data, data at rest, and calculations into a single view to 
share current enterprise data across regions, product lines, and channels, and store historical snapshots 
for auditing or historical analysis. The Enterprise Customer View:

With NexJ CDM,  
firms can integrate 
streaming data, data at 
rest, and calculations 
into a single view to 
share current enterprise 
data across regions, 
product lines, and 
channels, and store 
historical snapshots 
for auditing or control 
analysis.
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• Integrates data islands into a single trusted record
 ҇ Back office and legacy systems and data sources
 ҇ Multiple CRM systems
 ҇ Third party applications and data sources
 ҇ Social media 

• Delivers a comprehensive customer view of all enterprise 
knowledge

 ҇ Demographic, profile information, and interests
 ҇ Relationships, households, and spheres of influence
 ҇ Legal entity / reference hierarchies 
 ҇ Interactions, including meetings, calls, events, website hits, 

etc. 
 ҇ Holdings, transactions, billings, policies, and claims

Enhance Customer Insights
It’s the Age of the Customer, in which customers control access 
to information and buying decisions like never before. Today’s 
connected customer demands consistent interactions and support 
across all organizational delivery channels. Customers are more 
informed than ever, researching your company and competitors 
thoroughly and turning to their social networks for trusted advice 
before making any decisions – usually before they even contact 
you.  Firms must be nimble and informed to drive revenues, 
improve the customer experience, create market-ready products, 
and optimize operations. This requires a holistic understanding of 
the customer relationship across the organization.

How CDM Helps:  
Ensure consistent data 
acquisition for reliable 
analytics

Analytics-based decisions are 
only as reliable and useful as 
the data that goes into them. 
For most projects, that data 
is derived from one or more 
data warehouses, third party 
sources, social intelligence, and 
other sources of enrichment – 
and no two projects are likely 
to pull their data or define 
parameters in the exact same 
way.

The result? Drawing 
conclusions from project 
results is like comparing apples 
to oranges. This is particularly 
true when assessing 
complementary factors such 
as lifetime value and customer 
loyalty, where decisions, 
simulations, and optimizations 
can only be accurate if the 
underlying data is the same for 
both calculations.

The NexJ CDM silver copy 
solves this problem. Unlike 
MDM’s relatively small data 
set, the CDM accommodates 
an unlimited number of fields, 
making it far more robust – 
thus enabling analytics teams 
from across the enterprise 
to derive their data from a 
consistent and comprehensive 
set of data. Firms can define 
hundreds of parameters 
according to the same data 
fields and expose them to 
teams to select as required for 
their projects. 
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Although many firms have invested in analytics systems 
and resources to better understand customers, the output 
is not optimized due to a lack of quality data. Identifying 
and collating all the required data from different systems 
is time consuming and results in inconsistent data. NexJ 
CDM enables firms to onboard clean data quickly into the 
customer model, eliminating the need to build and support 
new data models, data warehouses, population processes, 
etc. Firms can create a new view of the customer in NexJ 
CDM for each new analytic requirement and run it through 
the customer model. Any elements added to the customer 
model become available in the data lake for time-sensitive 
trend analysis. 

Firms can run analytics against a holistic view of current 
and time-based historical snapshots of data to identify 
opportunities, gaps, and trends. Firms can use this trusted 
data to produce actionable business intelligence, and 
deliver it to users in dashboards, notifications, next best 
offers, and more. 

Drive Digitization Initiatives to 
Improve the Customer Experience
When empowered customers are ready to interact, they 
want to do so on the channel of their choice, whether it be 
a smartphone, tablet, computer, phone, or other option. 
They may start an interaction on one channel and pass 
through one or more other channels before finishing 
the interaction – with the expectation that they will be 

How CDM Helps: 
Show your customers you’re listening

MDM is notoriously rigid and rightly 
so. But the strict rules and processes 
that govern data changes and make 
regulators and Chief Information 
Officers happy can result in damaging 
customer experiences. Take a simple 
address change, for example. Most 
firms have a “change address” 
option on their self-serve customer 
portal. Updated information is not 
immediately populated in front-office 
systems, however. First, it must pass 
MDM’s validation rules and that can 
take hours – even days. Meanwhile, 
customers reaching out to the 
contact center will be dismayed to 
discover the address change has not 
been updated. They don’t know (and 
may not care) that your MDM is in 
the midst of satisfying its rules and 
processes. In each customer’s mind, 
you wasted her time inputting the 
address and updating it once again 
with the contact center. 

NexJ CDM helps firms overcome 
this problem. Because it is freed 
from the restrictive rules of MDM, it 
is much more agile than MDM and 
far more flexible. In this example, 
NexJ CDM would immediately feed 
the updated address to front-office 
systems, where it can be viewed and 
used immediately, even while MDM 
is churning through its processes 
in the background. Should MDM 
detect a problem with the update, it 
would communicate the error to NexJ 
CDM and the address field would 
immediately revert to the previous 
information in the front-office 
systems. 
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recognized in each channel and their activities to date 
understood. 

Not surprisingly, firms are prioritizing mobile and omni-
channel initiatives to meet customer expectations and 
stay apace with disruptors designed to address the new 
outside-in customer service paradigm. The aim of these 
initiatives is to enable customers to choose when and 
how they interact, ensure these interactions are fast and 
engaging, and unify customer service across channels. 

Unfortunately, execution does not always meet 
expectation as firms run into challenges with their 
data. Massive amounts of disparate, often conflicting, 
information about clients tends to be spread across lines 
of business, channels, and regions. To be successful in 
satisfying customers in today’s fast-paced market, firms 
need to provide consistent, good quality information in real-time to more users and rapidly roll out new 
mobile apps that enable clients to efficiently gain information and complete tasks. 

With NexJ CDM, firms can create a single view of high quality customer information across the 
enterprise. Firms can build a logical view of key customer information, leveraging existing data stores 
and systems such as MDM and CRM, and make it available to the people and applications that need it. 
Unlike traditional, cumbersome approaches to data management, NexJ CDM provides the agility firms 
need to successfully execute on digitization initiatives. 

With NexJ CDM, firms can quickly roll out mobile apps to fulfill customer needs. NexJ helps firms 
overcome the efficiency problems encountered when apps must access data from multiple locations or 

How CDM Helps: 
Implement universal Legal Entity 
Identifiers without disruption

The Regulatory Oversight 
Committee’s initiative to identify firms 
involved in large transactions with a 
standard Legal Entity Identifier (LEI) is 
causing headaches for global financial 
services firms. 

Adding a new, universal identifier field 
to global and regional data collection 
and MDM systems is not a simple 
task. Incenting regions to update their 
systems and processes with a field 
they may rarely need and that adds 
no benefit to their group is a struggle. 
Rolling all transaction data up to a 
single, global LEI and reporting on 
it with confidence is the stuff of 
nightmares. NexJ CDM is ideally 
suited for projects such as LEI, as 
firms only need to modify the global 
MDM system to produce accurate 
reports. 

NexJ CDM maps data stored in 
disparate solutions to the semantic 
model thereby tying regional 
declarations of customers (often 
based on tax IDs) to a global LEI 
without requiring regions to update 
their MDM systems.
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receive a non-discriminating data dump. NexJ CDM can provision selected data sets to mobile devices 
and synchronize offline changes.  This enables apps to quickly and effectively provide customers with 
the information they need, thereby improving customer satisfaction and efficacy. 

Meet Compliance Requirements
Financial services firms are under a great deal of pressure to comply with strict requirements for data 
auditing, monitoring, archiving, and residency. Managing and reporting on these requirements is time 
consuming and error-prone when data is stored in islands. An Enterprise Customer View powered by 
NexJ CDM enables firms to streamline and standardize compliance best practices, evolve with regulatory 
changes, and minimize resource allocation to non-revenue generating compliance tasks.

NexJ CDM provides business rule-driven services that are specifically designed to satisfy the regulatory 
and compliance requirements of a firm.   NexJ CDM consolidates audit trail data to support regulatory 
requirements for monitoring and recording data access and change. Configurable archiving rules enable 
firms to store versioned data at appropriate intervals over multiple logical deployments. Key features of 
NexJ’s CDM auditing, monitoring, and archiving capabilities include:

• Configurable data auditing services to 
support the tracking of information changes, 
and access logging for integrated data assets 
across the platform

• Rule-driven archiving data services for 
business objects and bulk data transport 
services for the delivery of archived data to 
back-office data stores and archival storage 
mediums

• Data monitoring services that can be 
configured to notify administrators when 
a pre-defined set of words and phrases are 
encountered within integrated systems

• A holistic view of customer data that 
can augment workflows to meet complex 
regulatory monitoring requirements such as 
anti-money laundering and anti-terrorism 

To comply with data residency requirements, organizations with multiple deployments of CRM solutions 
can implement standardized regulatory and compliance policies across a federated deployment, while 
ensuring that customer information remains in its country of origin. Visibility rules governed by privacy 
laws ensure users see only what they are authorized to see. Information is delivered based on who the 
customer is and where the request is being made. An Enterprise Registry enables deployments to provide 
an aggregated search capability across all customers and their associated distributed business objects, 
such as opportunities and deals. Thus NexJ CDM can create an operational Enterprise Customer View 
by knowing where to retrieve key customer attributes, rather than merely replicating the data.  Selective 
and permissible changes to customer data attributes can optionally be captured and stored in historical 
versions in a big data store for consumption in analytic workstreams.

An Enterprise Customer 
View powered by NexJ CDM 
enables firms to streamline 
and standardize compliance 
best practices, evolve with 
regulatory changes, and 
minimize resource allocation 
to non-revenue generating 
compliance tasks.
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NexJ CDM Architecture
NexJ CDM consists of modularized components design to work seamlessly together: an ETL Toolkit, a 
Semantic Model Engine, a Big Data Store, and a Real Time Event Engine.  Unlike the majority of data 
management solutions, the NexJ solution is more than just a toolkit – it is a complete product that 
delivers a full suite of established models and capabilities that firms need to make better sense and use 
of their data.

ETL Toolkit provides process control for data import and export processes on an ad hoc or scheduled 
basis. Its run-time environment and management console enables firms to design and manage ETL 
operations, business process rules, and jobs. It provides a comprehensive array of customer data 
management tools and data quality functions for managing cleansing and enriching all types of data, 
within a central platform. NexJ Customer Data Management comes pre-integrated with NexJ Contact 
and includes industry-standard connectors to data sources, including CRM, MDM, enterprise data 
warehouse, systems of record, etc. Custom adapters for specific environments can also be built.

Semantic Model Engine provides data access, data virtualization, and rendering capabilities including 
integrated change data capture and snapshot abilities. The Semantic Model Engine is the heart of the 
customer data management platform. Not only does NexJ CDM come pre-loaded with proven customer 
models, but it provides the tools needed to create a semantic model of the customer.  The Semantic 
Model Engine provides the mapping of data sources to the semantic model, which allows all integrated 
data to be formed into the Enterprise Customer View.  It also allows for the understanding of context 
from data consumers.  For example, customers all have a legal name and a colloquial sales name.  If a 
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contract system asks for a name, the CDM platform understands the context and will return the legal 
name of the customer.

The Semantic Model Engine combines streaming data and data at rest with integration to the Big Data 
Store, Real Time Event engine and Hadoop. It supports three types of data fields: fact-based or data at 
rest, streaming data from feeds such as news sources and social intelligence, and calculated fields based 
on calculations stored in the semantic layer. Configurable data services for discovery and routing, and 
compliance services including auditing and archiving are also available.

The Big Data Store is a required component for the Semantic Model Engine to enable enterprise 
customer change data capture and search integration. The NexJ Big Data Store provides an integrated 
in-memory cache, persistence data store and search engine for processing, integrating and analyzing 
data at rest and in motion. It stores not only the current snapshot of every customer for fast access by 
integrated systems, but also the entire change history as a series of snapshots, including information on 
what changed, when and by whom. This is an invaluable asset for a company that can be used not only 
for compliance queries but also to power any advanced analytics strategy.

The Real Time Event Engine enables the consumption of streams of data from social networks and news 
feeds to feed up-to-date information to the Enterprise Customer View.  It also enables the understanding 
of mobile context that is necessary to power advanced customer-centric mobile applications. It provides 
connectivity and services between NexJ CDM modules and real time streaming services for semantic 
integration, data services publishing, user notification and orchestration of enterprise bus-enabled 
services.  Additional streaming content can be configured through the semantic engine to complete the 
external portion of the customer view. 

Conclusion
The Age of the Customer has forever changed how customers interact with financial services and 
insurance firms. The onus is now on the company to understand customer needs throughout their 
journey; deliver efficient, personalized service in each interaction; and to create a seamless experience 
across channels.  Retaining that knowledge across product and service delivery channels requires not 
only an understanding of interactions across channels and devices, but also an integrated view of the 
customer across regions and lines of business. 

NexJ CDM enables firms to overcome data silo challenges by creating a trusted, enterprise view 
of high quality customer information. Unlike traditional data management solutions, NexJ provides 
comprehensive, actionable data that delivers the agility and quality firms need to successfully execute 
digitization initiatives, increase share of customer wallet, and comply with regulatory requirements.


