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As a top 100 industrial producers in the world, this manufacturer has over $50 billion in North 
American sales and employs over 19,000 people in approximately 165 manufacturing locations. 
It is a leading producer of construction products, high-performance materials (abrasives, 
ceramics, high-performance plastics, and reinforcements), flat glass, and glass containers. With 
such a large organization producing products across many facilities and geographies, the 
company had grown into a business operating many silos of product data across their 
markets/customers with limited repeatability. This decentralized approach leads to tremendous 
duplication of effort, inaccuracies and inconsistencies. Additionally, there was no single 
repository of data. Depending on the attributes requested by clients - NA sales, customer
service, IT, data warehouse and product management personnel all have to access multiple 
product data sources and multiple owners of product data.

Due to the silo systems, it took the manufacturer weeks to supply product information to 
customers where the competition could respond to requests within days. Sales were lost, 
customer satisfaction was low and account managers spent more time smoothing over data 
issues than building relationships or upselling existing clients.

Developing product information
management strategies had been 
an ongoing evolution for the 
company. In the past, the 
manufacturer developed and 
relied on systems such as "Spirit" – 
a solution based on the BPCS ERP 
system with internally developed, 
customized,“PIM-like” capabilities. 

The Challenge

“ As one of the top industrial producers in 
the world, this manufacturer operated over 
165 facilities in many geographies - creating 
many silos of product data. Sales were lost & 
loyalty was damaged due to the company’s 
inability to provide timely, accurate data.”
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Then the company deployed SAP R/3 to be, among other things, a potential global repository 
for product data. However, ERP systems were not designed as PIM Solutions – they do not offer 
the broad functionality outlined by Forrester and implemented by leading PIM vendors.

A principle analyst at Forrester Research helps set the stage: “Product data is the lifeblood of 
many large enterprises. For manufacturers ... the efficiency of the product supply and 
distribution chain may be their one and only true differentiator.“

Staff typically used spreadsheets and e-mail to 
aggregate and syndicate data internally and to 
customers which limited validations, increased 
duplication of effort and fostered 
inconsistencies. Without a single repository of 
data and no automated data syndication 
process, there was a backlog of product data 
requests. 

Requests were not being responded to in a timely fashion, or they were simply ignored due to 
the difficulty in gathering product data. IT estimated that the sales team typically had 30 data 
requests waiting to be manually processed.

Leading organizations including the 
company’s primary competition were 
adopting PIM systems to help them 
achieve a single view of product data and 
manage associated workflows, data 
syndication, data quality/governance 
policies and organizational collaboration.

As part of the evaluation, IT and sales
estimated that 20-25 employees were 
involved in a typical customer product 
data request. It was also estimated that 
up to 8 different data systems could be 
involved in addition to aggregated 
systems.

“ Product data is the lifeblood of 
many large enterprises. For manu-
facturers ... the efficiency of the 
product supply and distribution 
chain may be their one and only 
true differentiator.”

- As stated by a Forrester principal 
analyst.
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It is important to note that PIM is a subset of the broader concept of master data management
(MDM). MDM involves the practice of acquiring, improving, maintaining and sharing a “single 
version of the truth” for multiple corporate data entities such as products, customers, vendors, 
employees, materials, etc. throughout an organization and supply chain. Having a holistic 
record of multiple corporate entities populated with high-quality data ensures subscribing 
systems and stakeholders have consistent and correct information. With the global size of the 
company, a high-value MDM application that would allow future expansion to other domains 
would provide the best TCO.

The global manufacturer contacted and engaged Riversand Technologies to perform a full 
valuestream business process analysis including recommendations. During the valuestream
assessment, Riversand identified potential high-value use cases of PIM for the company. PIM 
use cases are typically delineated by “Buy-side” (eProcurement, strategic sourcing, 
vendor/material management) and “Sell-side” (supply chain, product management, sales, 
marketing, reporting/forecasting and customer service) deployments. It was decided to focus 
on the “Sell-side” needs of the company as the use cases were expected to yield the highest 
return on investment and satisfy the most pressing needs. This does not mean that “Buy‐side” 
applications do not have any value at the manufacturer. But due to a lack of material and 
vendor master complexity on the Buy-side, Riversand and key stakeholders at the manufacturer 
determined Sell-side use cases are of higher priority.

Throughout the valuestream
project, almost every stakeholder 
interviewed identified “Data 
Syndication to Customers” as the 
most important data management 
need within the organization. Key 
factors and goals to consider in 
providing electronic data to 
customers were responsiveness, 
efficiency, data richness, and 
accuracy based on unique 
customer requests.

Riversand recommended a phased deployment approach, rolling out PIM to support specific 
use cases and users in a structured, planned way. This allowed IT to prioritize high value use 
cases, implement with limited scope, quantify/prove ROI, increase knowledge transfer, and 
then leverage learning during the next phase. This phased deployment method would limit risk 
and investment in software and services.

The Solution

“ “It was estimated that 20‐25 employ-
ees and up to 8 different data systems were 
typically involved in a normal customer 
product data request –creating a significant 
backlog – it was also estimated that the 
sales team alone had an average of 30 data 
requests waiting to be manually processed ”



Increased Revenue – Empowered users with the ability to quickly respond to more 
customer requests with accuracy.

Cost Savings - Improved efficiencies in managing data syndication for National Accounts 
and Tier 2 customers.

Speed to Market - Increased NPI efficiencies would equate to both increased sales (due to 
quicker time to market) and time savings.

Reduced Redundant Tasks - Eliminate duplicate entry of same data across multiple 
families of similar parts and GTIN’s and eliminate duplicate entry of the same data by 
different set of users into different systems.

Enhanced Data Quality - Improved product data and governance processes through the 
use of lookup tables and inheritance models and process standardization.

As a direct result of this project, the manufacturer expected to achieve:

PIM Use Cases Selected for Analysis

Syndication of product data to customers

Business Process Management: New product introduction

Universal Product/Part Search

Dynamic Publishing - Customer specific sales materials, catalogs, etc. 

Single Version of the Truth, data modeling, data governance (not-quantified)

Data Quality Management: Unit of measure, normalization, validations,
business rules

Product Relationships: Up-sell/Cross-sell, stock-outs, GBB, competitive, etc. 

Use Case Spotlight: General business process and workflow management

Use Case Spotlight: Productivity tools

Use Case Spotlight: Digital asset management – images, video

Use Case Spotlight: Internal product data aggregation/syndication

Use Case Spotlight: Electronic Data Syndication to Marketplaces/Data Pools
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Benefits
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Riversand is an innovative leader in Master Data Management, powering industries from the world's 
largest to SMBs. Riversand's single integrated, scalable and robust multi-domain MDM platform caters 

as Vendor Portal, Spare Parts Management, Material Master, GDSN on-boarding, Media Assets 
Management, Print Publishing etc. Business value which Riversand provides include accelerated 
time-to-market, increased sales, improved order accuracy, reduced costs and enhanced customer 
service. Customer satisfaction is at the heart of Riversand's innovation. 
For more information, visit Riversand.com and follow @RiversandMDM on Twitter.
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