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ABSTARCT
In today’s scenario technology has contributed to the flexibility when looking to the organization and how a
manager can integrate technology with decision making. For Good Business Intelligence too much or too little
data is unappropriate so balanced information is required.in business. Therefore we need to implement a self
service business intelligence platform in the organisation. Since there are frequent technical uncertainties,
market uncertainties, internal management uncertainties BI provide a competitive edge to change or create new
policies and procedures, products and services, facilitating new reporting relationships, new customer supplier
relationship etc. BI should be implemented with a complete business focus in mind so that it gives a complete
functional platform having a direct impact on the operations of the business. Taking user-centered approach
users get more familiar with the technonlogy, it is easy for them to compare themselves to other department and
encourage their staff to use BI pervasively. Also, for sustaining a competitive edge strategic resources should be
used to advantage providing perfectly inimitable and non-subsitutable valuable resources, protecting an IT
innovations. With the alignment of IT and Management, high technology enabled organiastion design and
structure are built up which are highly competitive and giving extarordinary customer service. For strategic BI
organisations must see that the data being extracted form the datawarehouse canbe accessed fast and accurately
and useful for whole of the enterprise. This will avoid unnecessary costs and inefficiencies. So today’s manager
look for the unexpected occurences in production processes , unforseen changes and shift in market demand etc.
as aresult of this todays managers look for the management style in conjuction with Information System and
also realizing IS impact on their future job and strategic area as well.
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INTRODUCTION
Business intelligence is a broad category of applications and technologies for
gathering, storing, analyzing, and providing access to data to help enterprises
make better decision making. BI has given a new edge of competition by
creating and sustaining the ability of IT to transform organization into one of the
most powerful tools available to managers today. With BI, IT has become the
pervasive part of workplace helping in developing new corporate strategy which
an organization can pursue. Major changes taking place in today’s workplace are
new organization structure and design. New relationship between customers and
suppliers, increasing ROI, sustain growth.
With this alignment of IT and Management it has
helped the managers to derive and deliver the maximum valuable information
from data warehouse. Typically, a data warehouse is housed on an enterprise
mainframe server from where the data is explored by using data mining
algorithms (also called as Knowledge Discovery in Database). The objective is
to the timeliness and quality of input of data, increasing reliability and accuracy
of data.
Data warehouse is a database which contains both
summary and detailed data. It mainly concerns for extracting, transforming and
loading data from data warehouse. Data mining is the backbone of CRM activity
and data warehouse that supports it.

The benefits of data warehouse include:


Validation of data, giving better data quality



Ability to consolidate data from a variety of sources



Improved ability to analyse.
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ELT (extract, transform, load) is a process in data warehousing that involves :
extracting data from outside sources, transforming it to fit business needs,
loading it into the data warehouse.
To survive in today’s competitive world an organization needs to be customer
focused, since customer makes or break the organization. Therefore CRM is a
new buzz and has long way to go. CRM has turned organization attention to
“mining” their customer database. The needs of the customers, detailed analysis
of customer pattern are the key drivers to bring the BI into market. In other
words BI helps to gather, clean, structure, and analyze the data better and faster
so as to improve the customer service and business performance.

Major component of CRM systems are:


Sales automation module



Marketing automation module



Customer service and support module



Reporting and analysis tools.

The quality of data about the customers is very important and it is suggested that
utmost care should be taken while gathering the customer information as it
effects the data mining software.
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REVIEW OF LITERATURE:

Today BI has given certain opportunities to explore the situations such as
unexpected occurrences in manufacturing process, research and development,
unforeseen changes and shift in market demand, industry structure. Managers
believe in team management style and view decentralization as essential in
achieving the desired organization objective. BI has a major impact on their
future job not only in operations and control areas but in strategic areas also.
Henry Lucas Suggested that for creating and sustaining a
competitive edge the organization should use strategic resource which are
perfectly inimitable and non-substitutable valuable.
Most of the researchers felt that BI helps the organization in decision making
process and management.
According to researchers CRM’s backbone is data mining and data warehouse,
from where the data is extracted concerning customers' profiles, their previous
purchases, their preferences, etc. In order to ensure excellence in customer
relations and customer service, organizations need to assess all aspects of their
operations adhering to Business intelligence.

There can be many interrelated aspects :
 Front office operation
 Back office operations
 Business relationships
 Analysis
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CRM & BI establishes a foundation for customer information where we can see
the alignment of IT & Management clearly.
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Business Intelligence can now include competitive intelligence as a subset.
Therefore Forrester draws the point that "Business Intelligence is a set of
methodologies, processes, architectures, and technologies that transform raw
data into meaningful and useful information used to enable more effective
strategic, tactical, and operational insights and decision-making."

In order to derive the effectiveness of BI being more user-centric in approach
it should be user friendly to the employees of the organisation and assist
them if it runs into problems.

Many researchers felt that BI is a self service platform which has the positive
financial impact in the organisation. However data quality is considered to be
the weak link of CRM and its quality and accuracy should be maintained
accordingly.
The business intelligence process can be broken down into the following
three stages:

Data

Information

Knowledge

Therefore CRM with aligning with BI makes a co, shift from market
orientation to customer orientation for increasing profitability and revenue.

OBJECTIVE OF THE STUDY
The objective of this paper is to study the new competitive edge given by
Business Intelligence to the firms by aligning the BI tools and CRM, so that
organisation becomes more customer-centric. Also this structure studies the
importance of data warehouse and data mining form where the quality data is
extracted and new visioned corporate strategy is developed.
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METHODOLOGY
Secondary data for research was collected from various books, publications,
research papers under study. Extensive literature review was done for the
study.

FINDINGS
BI today has become the pervasive part of every organization at every level
of functionalities, increasing the skills and technical know-how, improving
the terms of information, tools, and resources and being more users friendly.
It is included in the entire process right from the data origin till a business
decision

is

taken.
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CONCLUSIONS
Business Intelligence helps to understand and make information user
friendly for achieving competitive advantage. Implementing self service
BI platform in the organization is not a simple task. Therefore data
quality should be more accurate and efficient enough which can deliver
maximum

valuable

information

of

the

customers

required

by

organization. For this organization should adopt BI tools which have
proper design. The need of the organization to be more customer
focused, was the key driver to bring BI into the market.
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