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The Background

Centre of Excellence

UBM Americas is the largest event organiser in the US working on more than 200 events annually. The company organises 

some of the most well-known and longest running events across 11 critical sectors as well as owning the largest medical 

publishing business in the US.

The Challenge

UBM Tech’s ‘Customer Insight Programme’ Phase 1 aimed to create a complete understanding of their customers across time 

and brands. Acrotrend had delivered phase 1 with resounding success, increasing the revenue for their Interop event by a pre- 

determined amount, through customer-insights-driven email marketing. UBM aimed to generate continual value for UBM and 

their customers who consume content via their websites, events, apps, and other interfaces. 

The Solution

Acrotrend helped UBM in establishing a Customer Insights Center of Excellence to support and deliver customer analytics 

projects across various portfolios and brands in a standardized and optimised fashion 

The Programme

Setup plan included the evaluation and recommendations on technology, tool sets, skills and 

capabilities, process definitions, organisation and governance structure for the CoE to operate at 

steady state 

A roadmap was then built with specific milestones and outcomes for each stage to get to the steady 

state, with SLAs and success criteria

Agile Scrum process methodology was recommended and set up for development projects 

undertaken by the Centre of Excellence. Customer and data analytics methodology framework and 

processes like CRISP-DM, Functional Testing, UAT etc were defined and implemented

Marketing Plan for socialising the idea across all portfolios and brands was built and implemented. 

Explanatory videos, blogs and town halls along with internal newsletters were some of the key 

highlights for positioning CoE and its activities.

Fortnightly stakeholder meetings, status updates, business value KPIs, capability progress reports 

were published.

Acrotrend also helped UBM Americas to define the roles and skill requirements for CoE staff and 

helped in recruitment and training of the staff on technical as well as process aspects.

Acrotrend co-staffed the with CoE team for over 18 months, during which Acrotrend facilitated 

regular storyboarding sessions with executives/sponsors to define key analytics applications and 

possibilities from the behavioural data which was collected to generate more value for their 

customers and more revenues for UBM Americas. 

These were executed primarily as individual projects focusing on using the content consumption 

behaviours of the customers to impact event registrations, abandonments and opt-outs, product 

subscription loyalty, revenues earned, email and channel effectiveness, upsell, and cross-sell 

opportunities

Acrotrend used all the information and knowledge – about systems, data sources and types, 

processes, capabilities, people practices and culture – gathered from earlier implementation with 

UBM to devise the CoE Setup, and Run and Operate plan 
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The Outcomes

1. Centralised and Standardised Customer Analytics  

Formal way of customer analytics execution, with ways and 

opportunities to experiment and learnings well applied in 

forthcoming projects 

2. Assurance of Outcomes 

Predictability on project outcomes and success within given 

timelines by applying best practices and proven frameworks. 

The Verdict 

With over 17 years of consulting experience, I have delivered excellent results 

across multiple industries; helping Sales, Marketing and Customer Service 

functions apply Customer Insights and Analytics(CIA), BI, Data Discovery 

technologies and concepts to realise real business value from their customer 

acquisition, retention and profitability programmes.

Meenal Ashtikar - Head of Customer Insights

 “This new way of gathering insights ushered in a cultural shift in terms of how UBM 

Americas operates. We now ask the right questions of our data and look for answers to our 

questions based on data-validated information.” 

Vice President of Customer Insights, 

UBM Americas  
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Register for our 'Culture of Curiosity' Workshop

Our Workshop

Match making buyers to exhibitors using the 

latest AI technology 

Tailoring the experience for your attendees 

with relevant content 

Understanding the true customer value of an 

exhibitor 

where we will discuss topics such as;
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