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IDC Opinion 

In any B2B environment, relationships between businesses are one of the most critical factors 

attributing to the business success. Companies prefer to form a partnership with a company with 

which they have a trusted working relationship. A trusted relationship is a reflection of the proven 

track of record and the good reputation that the company has with its customer.  

Similarly, for an employee, the greater the number of trusted relationships an employee has – both 

internally and externally – the higher the value of this employee. Strong working relationships 

demonstrate the high level of potential influence and collaboration that this person holds.  

Therefore, in a business world where customer retention and employee empowerment are vital, 

any solution that captures and analyzes the intricacies of business and employee relationships 

become highly valuable, especially when such information can be presented in a visually intuitive 

format. The presentations and discussion at the recent CIO Executive Networking Table Discussion 

at the CIO Summit in Singapore focused on the value proposition of relationship analytics and its 

specific use cases. The attendees, comprising more than 40 CIOs, heads of IT, and senior business 

leaders, participated in the discussions and delved into key questions around relationship analytics. 

Manish Goel, the Co-Founder and CEO of TrustSphere, together with Arun Sundar, Vice President 

and Head of Global Strategy, facilitated the discussion with these key questions: 

 What is the key value proposition of relationship analytics? 

 What is the working mechanism behind relationship analytics? 

 How can relationship analytics complement the customer relationship management (CRM) 

system?  

 How can relationship analytics solution improve the effectiveness of key business processes, 

such as sales, marketing, and human resources? 

 Why is relationship analytics the next frontier of analytics? 

In this event proceedings report, IDC summarizes the key discussion points and recommends 

actionable steps for IT leaders to consider in their journey to transform their organization's customer 

relationships.  
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The State of Relationship Analytics: Operationalizing the Hidden 
Value of Communications 

Relationship Analytics is more than CRM  

While majority of attendees are familiar with CRM solutions, their awareness of relationship 

analytics is low. When relationship analytics was first mentioned, many attendees associated 

relationship analytics with CRM system/solutions. While relationship analytics is somewhat related 

to CRM, it would be wrong to assume relationship analytics is part of a CRM solution. In fact, one 

particular use case of relationship analytics will effectively complement the CRM system (see User 

Case III, Sales Enablement in the next section). 

One of the leading CRM vendors, SAP recently pointed out that customer profiles in CRM systems 

are often out of date or simply inaccurate. Moreover, they are often incomplete – for example, the 

accounts department will only know whether the customer pays their bills, returns products for 

refund, or has a low credit rating. One reason for the inaccuracy of CRM systems is the reluctance 

of sales representatives to spend their time manually updating their customer's information when 

they could be out meeting customers. This also explains why a CRM system is said to be only as 

good as the data it can access and provide the context for the data. Therefore, a solution which 

automatically captures the communication and provides contextual intelligence of the 

communication is much needed to uncover the hidden value of all the communications across the 

organization.   

Relationship analytics is the solution which captures those contextual insights based on actual 

communication flows and is presented in an interactive, virtually appealing graph to depict an 

enterprise's social relations (see Figure 1).  

F i g u r e  1  

Relationship Analytics Generates Visual Maps of Relationships  

 

 

Source: TrustSphere, IDC 2015 
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Relationship Analytics Brings All Communications under One Roof  

From TrustSphere's perspective, its relationship analytics platform has evolved to capture the 

metadata tags from communication logs across email servers and unified communication platforms 

to build on the data which is underlying these platforms to create a set of analytics for them, without 

looking at content of any communications.  

Data is sourced from messaging streams, analyzed (see Figure 2) and the resulting analytics 

published or used by a variety of different spots to improve key business processes, including 

governance and risk, sales enablement systems, and human resources management. 

F i g u r e  2  

TrustSphere's Relationship Analytics Platform 

 

Source: TrustSphere, 2015 

Three Prominent Use Cases of Relationship Analytics  

During the discussions, executives from various industries showed strong interest in relationship 

analytics. Three discussion areas serve as good use cases for relationship analytics. 

Scope: Sales Analytics 

Enhancing sales performance and sales enablement is a constant challenge. Sales analytics 

solutions address the challenges by providing a sales representative with an up-to-the-minute, 360-

degree view of their accounts and who has been interacting with them. By automatically updating 

customer interactions the solutions provide a unique line of authenticity for sales managers to 

improve forecasting and account transitioning to ensure a co-ordinated customer conversation. 

Use case examples 

 Better Sales Forecasting and Transitions 

A sales manager’s ability to deliver on their targets for the company relies upon the information 

available to them from their field sales team. By visually alerting account issues before they become 

problems, Sales analytics enables opportunities and activities to be appropriately prioritised. The 

analytics helps new account representatives to get up to speed and become producers faster.  
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 Improved Prospecting through Warm Introductions 

The Sales Analytics relationship heat map allows a seller to quickly visualize the strength of the 

relationships at any given point in time. This aids account management by identifying relationships 

with unusual activity depending on the sales cycle stage the prospect is in. The heat map acts as 

an early warning system enabling Sales Managers to prioritise resources, to focus and combine 

this data with their experience to drive revenue opportunities to close. Never again find an 

inadvertently neglected account. 

 Co-ordinated Customer Conversation and CRM Adoption 

Sales representatives need to know what is happening on their accounts to ensure professional 

account servicing and renewals. Unfortunately, not all employees who engage with an account 

have access to the CRM. By making visible the organization wide communication activity with an 

account, a representative can service the account confident in the knowledge they have a 360-

degree view and will not be blind-sided by unknown interactions.  

 Sales Enablement   

Arun Sundar of TrustSphere shared a real case in which a leading industrial group in the 

Asia/Pacific region which is listed on Singapore exchange have used relationship analytics to 

enhance its salesforce effectiveness.  

As the group's sales organization was scattered in various offices across the region, it was 

challenging for the CEO's office to have a clear view on a regular basis, on how the relationship 

between their sales and their customers.  

With the implementation of the solution, it provides a rapid visual analysis of accounts based on 

the communication pattern between the accounts and sales representatives. The visibility at the 

account level from both outbound and inbound communication allows sales management to identify 

the accounts that are at risk and make a decision on which to intervene quickly.  

In addition, it also provides a better view of the leads that are warm and those that are cold by 

looking at the communication pattern between the sales representative and the targeted prospect 

client organization. As a result, the comprehensive view of customer communication and 

relationship for sales and account service teams will result an improved sales forecasting, and 

timely sales management intervention.  

The weekly reports that are generated are not only for sales managers to understand new contacts, 

relationships and correspondence by their sales teams, but also for the sales representatives to 

use these simple insights to reflect and improve their performance.  

Scope: People Analytics 

Relationships and networks created and maintained by employees, are a rich source of data which 

can be used to support better HR decision making. Until now, this data has been invisible to the 

stakeholders who could benefit most. People analytics makes employee relationships and their 

networks visible and measureable, and provides a set of insights to support better evidence based 

decisions about the most valuable asset, people. 

Use case examples 

 To Identify Key Opinion Leaders in the Organization or a Given Area 

One common challenge, as shared by an attendee from the pharmaceutical sector, is in effectively 

identifying key opinion leaders (KOLs). KOLs play an important role in the pharmaceutical industry 

because these are the people who have a huge influence on physicians, and hence on prescribing 

behavior and treatment guidelines.  
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The traditional approach to identify those KOLs are typically time-consuming and qualitative. For 

instance, companies employ researchers to search through various publication databases and 

other sources to identify prominent thought leaders in a given area. Alternatively, a survey-based 

methodology is used where individuals working in a given subject area are asked to provide names 

and ratings of their peers. Both methods suffer from limitations of scalability as well as inherent 

bias. In addition, while prior research work and contributions to publications are important criteria, 

yet the quality of contribution is more important than quantity when it comes to research. 

Considering only numerical criteria such as the number of publications won't suffice.  

This challenge can be effectively resolved with the use of relationship analytics to analyze the 

communications, relationships and networks of large physician peer networks or associations. The 

solution provides cadence, frequency, direction and velocity of communications and strengths of 

relationships. In analyzing the communication flows, it objectively indicates who will be the most 

connected individual, and hence key opinion leaders or potential influencer in the chosen area.  

Similarly, the solution also identifies the most connected individuals in a team or department who 

can become “champions of change” supporting large scale change and transformation programs, 

for example driving adoption of new technology and processes. 

 Succession and Talent Management     

People analytics supports more effective talent and succession management by bringing unique 

analytics, evidence and measurement into the process. By providing data points on vital variables 

such as the strength of employees’ relationships, the size and scope of their network, key talent 

can be identified, developed and evaluated in a more structured, data driven way. 

 Effective Handovers On-boarding becomes more effective by focusing on transitioning 

relationships 

Another use case is when employees decide to leave the organization. In TrustSphere's own 

experience, the relationship analytics solution helped to record the departing employee's internal 

and external communications. This ensured a smooth transition.  

Manish Goel explained that typically, when a sales staff tenders his or her resignation, he or she 

will only be able to record down the most recent communication correspondence he or she has with 

clients. When one of his sales representatives resigned, he had only shared the communications 

with the 12 customers he was handling as part of his handover. However, when the relationship 

analytics tool was used, the number of customers this sales representative had relationships with 

became 58. The relationship analytics tool significantly improved the handover process compared 

to the manual method.  

This is particularly important for the replacement or new hire to have an effective onboarding. More 

importantly, it minimizes relationship loss and disruption, and improves the customer experience. 

The head of IT from a global law firm expressed concerns that staff who are lawyers would never 

agree to use such software to monitor their communications. On this concern, Manish clarified that 

the scope of the information that the relationship analytics tool captures is not the content and 

details of the communication itself, but the metadata to better understand the communication 

patterns and frequency. Moreover, the report would only be generated by HR when the employee 

has submitted resignation and has started serving his or her notice period. Its purpose would be to 

help smoothen the transition for the clients by ensuring the newly assigned relationship manager 

is aware of all the relevant relationships that their predecessor had.  

Scope: Risk Analytics 

At the same time, this tool will also be helpful for forensics purposes, because it can help to detect 

fraud by looking at irregular or suspicious relationships. Captured information will become important 

intelligence for investigators. What's more, the presented visual, the communication/relationship 

map is highly intuitive and ideal for non-technical folks like compliance team and investigators. This 
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approach will also save tremendous time and efforts in running through millions of email records. 

In addition, even if a user deletes files on their email application (e.g., Outlook), TrustView (i.e., 

TrustSphere's relationship analytics solution) can still expose the relationship and interaction taking 

place – and where to retrieve it from the archive.  

Use case examples 

 Rapidly Evaluate Relationships of Interest 

Employee misbehavior such as fraud, financial crime, bullying and harassment and competitor 

collusion involves two or more parties. Risk Analytics enables the rapid scoping in and scoping out 

of parties which should be the focus of investigation. This prevents the problem escalating whilst 

maintaining strict confidentiality around the incident/allegation until it can be fully investigated. 

 Monitor Data Leakage 

The ability to instantly share data creates the risk of unauthorized leakage of sensitive data. By 

being alerted to unusual communications such as transfers to specific domains including freemail 

(e.g., Hotmail, Gmail, and Yahoo), organizations can efficiently address the bona-fide nature of the 

communication. Such action was previously impossible as the insight was available ‘only well after 

the event’ and at significant costs and involvement of multiple stakeholders. 

 Benchmark Normalcy 

Understanding the standard relationship graph of an enterprise or individual role at various times 

allows rapid identification of potentially detrimental behavior as well as focus on genuinely unusual 

behavior. Understanding patters around events such as employee on-boarding/off-boarding, media 

and statutory releases allows managers and teams to manage risks around these events.  

Global Privacy and Security Standards for Relationship Analytics Platform  

One important aspect to consider when implementing relationship analytics is compliance with 

global privacy and security standards. This is critical because a corporation's entitlement to access 

information existing in corporate systems is dependent upon: 

 The legitimacy of the business purpose being pursued, 

 The proportionality of the means being employed, and 

 The reasonable expectations of the people involved, typically spelled out in privacy policies and 

employment handbooks. 

Vendors like TrustSphere provide assistance with addressing the details as part of planning a 

deployment. For SaaS deployments, seek vendors with appropriately certified service providers 

and check that their privacy policies adhere to privacy acts and security/compliance standards such 

as: 

Privacy 

 OECD Privacy Principles 2013 

 European Data Protection Directive 95/46/EC       

 Australian Privacy Principles 2014 

 Singapore Personal Data Protection Act 2014 

Security 

 ISO/IEC 27001:2005 
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 PCI-DSS 

 ISAE 3042  

Future Outlook – Relationship Analytics Set the Next Phase of IoT 

Vast amounts of structured and unstructured data from sources such as wearables, smartphones, 

industrial equipment, and sensors can be harnessed through the use of powerful analytics tools 

and solutions, yet the current stage of Internet of Things (IoT) has placed much focus on machine 

analytics, the analytics around people and their relationships seem to be less focused. This is the 

area that companies like TrustSphere can potentially fill in the gap.  

IDC predicts that by the end of 2016, 90% of enterprise strategies will include a significant "digital 

transformation" component, either improving customer experience, internal operations or creating 

digital products and services. IDC believes that digital transformation strategies will require 

enterprises to develop or enhance their competence in three areas of digital mastery. First and 

foremost is the digital mastery of relationships, not just through superior customer experiences but 

by getting employees and the extended value chain aligned with delivering that improved 

experience.  

IDC believes that all forms of personal data will become available in the cloud, including financial, 

work, health, location, and family. These will be increasingly managed as a single digital entity that 

people routinely interact with, update, share, and manage as part of everyday life. Business 

systems will use their knowledge about an individual's personal habits and preferences to 

customize experiences and replace other people as trusted advisors. 

C O N C L U S I O N  

With the advent of digital transformation, it is important to review and evolve customer relationships, 

and invest in an analytics tool that can help companies to analyze and strategize their business 

relationships. IDC recommends the following to organizations that are deciding to adopt relationship 

analytics: 

 Business is built on relationships – It is time to invest in an analytic tool that help 

companies to analyze and strategize their business relationships. With the coming of digital 

transformation, it is important to review and evolve the relationships in the digital era. 

Therefore, IDC believes it is a high time to look for analytic tools that accurately capture 

and rapidly analyze the communication which underlines the business relationships within 

the company and within the company's ecosystem. The contextual intelligence generated 

by the relationship analytics tool should fulfill this objective and provide simple and 

actionable insights to improve the business relationships and key business functions for 

the company. 

 Focus on the value while acknowledging the concerns – Acknowledge employee 

concerns, especially when they know their communication has been monitored. It is critical 

to inform employees about the level of communication that is been collected and monitored 

so to ease their anxiety about how their personal information may be used. Companies that 

are transparent about the information they gather, give employees control of their data, and 

offer fair value in return for it will be trusted and will earn support and even expanded 

access.   

 Look for vendors who are compliant with global privacy and security requirements 

– Although it is key to be transparent with the employees and communicate effectively on 

how relationship analytics works and the potential business value, it will be helpful to 

partner with relationship analytics vendors that are compliant with global privacy and 

security regulations. This is to ensure that the vendor does not use the collected data for 

other unauthorized purposes. This will also help to gain employees' support when 

implementing the solution.  
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