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FOREWORD
by Jill Dyché

I’M NOT gonna lie. I occasionally find myself begrudging what I call the data-come-latelies. They’re consultants, journalists, bloggers and vendors who have recently embraced all things data. Big data. Extreme data.
Multistructured data. Data everywhere. It’s as if they’re the first at the cocktail reception to have read the
new novel, and they want to explain the story to the rest of the partygoers.
But in reality they’re late to the party. My fellow revelers and I have been livin’ la data loca for a decade
or longer. Over the years we’ve found ourselves normalizing, correcting, annotating, moving, verifying, denormalizing, loading, analyzing and defending data. Like most parties, sometimes it’s fun. Sometimes there
are adult beverages. And sometimes you’d just as soon have stayed home.
Bringing data together from across heterogeneous data sources is hard work. Even the brightest data
scientist would admit he spends most of his time preparing data to be analyzed, not analyzing it. Sure, data
preparation is cumbersome. But that’s because it comes from so many different places. The data scientist
has to know the data source. And then he has to know where other versions of that data are. He has to
access those data sources. He has to reconcile the data. Many data scientists have enlisted the help of
programmers so they can actually do their day jobs. It’s the old 80-20 rule, and right now 80 percent of the
time is being spent just trying to make sense of it all.
And this isn’t just true of big data – it’s true of all data. One CIO who says his company isn’t quite ready
for big data whispered, “We have multiple versions of the single version of the truth.” Big data or no, that’s
the brutal reality at most companies.
What if we didn’t have to rummage around in all those varied, often-contradictory, deceptively complex,
mixed-legacy source systems? What if we could instead navigate to the authoritative version of the data and
provision it back to our operational systems and analytics applications? What if we had a tool to automate
it all?

WESTWOOD
The Spirit of Luxury
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Westwood Vacations, the fictional hospitality company featured in this e-book, has the tool. It’s called
data virtualization, and – as you’ll read – it helped the company increase the velocity of high-value analytics by automating connections to the sources, abstracting the data layer and … On second thought, I’ll let
you read how they did it. The result was getting reports into the hands of decision makers. Costs saved.
Revenue generated. Customers contacted with relevant messaging. Mission accomplished.
Maybe the tale of Westwood Vacations and its pragmatic executive team will inspire you to add data virtualization to your analytics toolbox. Or maybe you’ll continue to rely on a merry band of programmers, data
stewards, business analysts and data scientists who are still struggling to figure out where all the data really
is. Sure, it’s keeping them busy. But it’s no party.

Jill Dyché
Vice President, SAS Best Practices

Costs saved.
Revenue generated.
Customers contacted
with relevant
messaging. Mission
accomplished.

WESTWOOD
The Spirit of Luxury
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THE

SETUP

INTRODUCTION

A small change in executive
philosophy, a tweak to the
corporate culture and the right
technology allowed them to
connect and understand...

YOUR DATA is a valuable corporate asset, right?
Now is the time when you nod your head in agreement, or at least give a placating positive notion in your
head because you know your data is very valuable. But this is also the moment that your gut tells you your
data is not as valuable as it could or should be. Reports take days, sometimes weeks to run. And by the
time the reports are available, the data is old, if not obsolete. You make critical business decisions based on
the information in these reports. How out of date or inaccurate are your decisions? Your stomach churns at
just the thought.
And now is the moment when you sit back in your office chair, your airplane seat or your beach chair (this
is a fictional story you are about to read – so go with it) and ponder how you could change the business if
you could just get real-time insight from all of your organization’s key data resources AT ONCE!
The following is a story of how Westwood Vacations managed to integrate the tangled web of data from its
headquarters and 22 resort locations. Data virtualization allowed Westwood Vacations to access, integrate
and deliver its data to gain a complete view of its customers, make targeted cross-sell and up-sell offers,
and truly understand the identity of its most valued guests in each of the travel experience segments.
Follow Westwood Vacations’ journey from a downward slump of losing revenue quarter over quarter to a
record-breaking year in just over 18 months. You will quickly see how a small change in executive philosophy, a tweak to the corporate culture and the right technology allowed them to connect and understand its
customers across all of its resorts and deliver an experience that exceeded all expectations – including its
own.

THE SETUP
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THE SETTING
about the business

WESTWOOD VACATIONS owns and operates 22 upscale resort facilities in the eastern United States.
Headquartered in Jacksonville, FL, the privately held company employs more than 3,600 full-time, yearround employees and approximately 5,200 seasonal employees. While Westwood Vacations started as a
single golf resort in 1973, the company now serves four travel experience segments: golf, beach, mountain/
skiing and family. Annual revenues have averaged US$375 million over the last three years; however, significant increases in operating expenses have repeatedly challenged profitability. Despite its recent struggles,
the company has been very successful and is seen as a leader in the hospitality industry. It is recognized by
travelers for its luxurious accommodations and high attention to detail. Five of its resorts have maintained a
prestigious five-star rating for 17 consecutive years.
Over the last few years, the executives have put significant focus on the family travel experience segment
as it has become a very competitive market. Westwood Vacations recently celebrated the completion of its
first indoor water park, which was part of a $64 million renovation project. Reports have already shown an
increase in average daily rate, daily occupancy and average length of stay. Preliminary reports suggest that
the water park addition will add $9.2 million in revenue for that property alone this year. With such great
success, the CEO has ordered that feasibility studies be completed for water parks at the other four family
experience resorts.
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Despite the water park success and its recognition in the industry, Westwood Vacations has seen a recent
and steady decrease in revenue over the last three years. Through careful resource management, the organization has remained profitable until the last two quarters. Finger pointing has occurred throughout the organization as to what may be to blame for the decline, but no one is sure of the cause. Report requests have
been running rampant as each manager, director and executive tries to support their theories with numbers
for the upcoming board meeting. While they may not agree on what has caused the downturn, they do all
agree on two things:

Finger pointing has occurred
throughout the organization
as to what may be to blame
for the decline, but no one is
sure of the cause.

1. The cause of the downturn must be identified quickly.
2. Turnaround time for revenue and profit reports is unacceptable, leaving critical decisions at risk.

THE SETUP
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THE PLAYERS
meet the cast

PRESIDENT AND CEO OWEN PORTER was brought on by the board six years
ago as Westwood Vacations began to focus its efforts on the family travel experience segment. Owen came from a smaller competitor focused specifically on family
destination travel, where he served as the Vice President of Sales and Operations.
He keeps a keen eye on the competition in the market and was the biggest champion for the water park addition, which he believes is currently sustaining the family
segment, if not the whole organization. One of his biggest concerns today is that
each resort operates as a separate entity, and they do not have a single, complete
view of their customers – especially the ones that frequently stay in properties across multiple segments.
Owen is revered for being very tech-savvy, and he takes pride in it. Not having the company’s data integrated is not only hurting the organization and the bottom line, but it is also a bit of a personal hit that he
isn’t going to take much longer.
RETIRING CFO JAMES STAULMAN has been with Westwood Vacations since
its first year of operation. He started his career fresh out of college as an auditor
for its now flagship golf resort. James grew with the organization and has been
CFO since 1992. James has won many awards for his financial stewardship and
practices over the years. When he was promoted to CFO, it was noted that he had
always been a key player in the success of Westwood Vacations because of his
strong interest and support in bringing cutting-edge technology into the business.
Unfortunately, the ‘90s is where he stayed as far as technology is concerned. And
now, the changing role and expectations of the CFO have started to wear on James. He recognizes that it is
time for a change and announced his retirement at the last quarterly board meeting. (For the record: James
vehemently opposed the water park addition and still doesn’t believe the numbers show it to be successful.)
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CFO DONNA TUPMAN was selected by an outside executive search firm. The
board held a special meeting to vote on the selection, which was unanimously
approved. Owen, the CEO, had significant influence in the search, as he pushed
for a candidate with strong technical capabilities who would significantly advance
Westwood’s use of business technologies. The rest of the board was primarily interested in a candidate who could address the recent decline in profits immediately.
Donna, much to all of their surprise, could do both. Known as the “turnaround gal,”
Donna comes from a nonprofit agency where she was able to “find” almost $2.5
million in her first two months with them. While they hated to see her go, she left the nonprofit with a healthy
operating surplus, and they wished her well in her next endeavor. In his recommendation to the Westwood
Vacation’s board, the CEO of the nonprofit said, “Don’t be surprised when Donna is lifting every rug in the
place, because if there is money to be found, she will find it. And you’ll be glad she did.” Donna’s commitment to technology is strong, as she believes it is what allows the insight into your business upon which you
build your business model and processes.
VP OF SALES AND MARKETING KIM CANTERBURY has been with Westwood
Vacations for almost a year. She has a strong marketing background, which was
important to Owen to strengthen the company’s leadership team; each travel experience segment had a director of sales, but no marketing leadership. Kim has been
tasked with using analytics to drive the organization’s marketing initiatives. She
spends inordinate amounts of time aggregating data to make this happen. She has
expressed grave concern that the BI tools in which the company invested are not
able to produce the reports she needs. She is one of the largest data consumers
in the organization and can often be the thorn in IT’s side. Her past marketing analytics experience and her
forward-thinking ideas are being marginalized by her data wrangling efforts.
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IT DIRECTOR ISAAC WINTERS joined Westwood Vacations 10 years ago as a
database administrator. His notably keen sense of the business needs and initiatives afforded him the promotion to IT Director five years ago following an abrupt
departure by his predecessor. While Isaac is self-proclaimed leading edge, not
bleeding edge, he is very fiscally aware and has become increasingly frustrated
with the CFO for the denials for upgrades and changes in the technical infrastructure he has proposed. The announcement of the CFO’s retirement was a breath of
fresh air for Isaac. He is eagerly awaiting the opportunity to work with the new CFO
and hopefully put some projects back into motion.
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THE

STORY

CHAPTER ONE

1

Q2 Board Meeting
Executive Board Room

“It is with great
disappointment that I share
with you that for the second
quarter in a row, Westwood
Vacations was not profitable.“

WITH MIXED emotions, Owen Porter is busy preparing for the day’s meeting. He glances at the clock. Realizing there are only 15 minutes left, he takes a deep breath and considers what lies ahead. As CEO he has
to make sure he steers the meeting appropriately to end on the right note with everyone on the same page,
heading in the same direction. Even though the numbers weren’t going to be good, the rest of the news
for the board is just what the company needs. He straightens his jacket, grabs his coffee and heads for the
board room.
James Staulman is first on the agenda. As usual, he is prepared with a folder for each board member
neatly organized with printouts of his spreadsheet-driven financial reports, charts and graphs that detail the
quarter and year-to-date numbers by property, by travel experience segment and for the entire organization.
As he summarizes the data in what is the quickest presentation of his entire tenure, he is visibly shaken by
the fact that this is his last board meeting. The formal announcement of his retirement is next on the agenda.
“It is with great disappointment that I share with you that for the second quarter in a row, Westwood Vacations was not profitable. We will post an operating loss in Q2 of $623,921. Our sales and revenue numbers
have continued in the downward trend, dropping 18 percent over Q2 of last year. The beach segment took
the hardest hit with a 38 percent drop year over year. The mountain/skiing segment was not far behind,
dropping 22 percent year over year.” Staulman swallowed hard and prepared himself for the final punch,
which he intended to deliver squarely. “The golf segment remained steady, showing a 2 percent growth over
last year. The family segment’s net profit took the largest hit, for the second straight quarter I might add,
falling another 48 percent. There is not much more I can add to this report, folks. The numbers say it all.”
Silence commanded the room as Owen thanked James for the report and asked the rest of the organization’s leaders to give their status presentations to the board. Owen had asked each of the senior leaders to
include at least one new initiative for their business unit and share with the board why it would be their focus
for Q3. Not to his surprise, but to the surprise of many, the renewed focus for each leader brought excite-
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ment to the meeting despite the doom and gloom presented in the financials. Owen knew that each member
of his team had incredible passion – he just needed to re-ignite it and, more importantly, equip each of them
with the right tools to put that passion to use. A tall order, but a mission he was ready and willing to accept.
The meeting closed with the chairman of the board’s recognition of James’s contributions to the company
over the last 30 years, a formal retirement presentation, and the announcement of the incoming CFO. The
changing of the CFO guard was complete. Without a doubt, more change was on the way.
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CHAPTER TWO

2

One-on-One with Owen & Kim
Kim’s Office

“I want to capitalize on the
things we have been doing
right and at the same time
ensure we don’t make the
same mistakes twice.”

“YOU READY?” asked Owen as he tapped on Kim’s door. He glanced at the wall of whiteboards decorated
with scribbles of quarterly goals, monthly and year-to-date sales surrounded by the shelves of trade show
trinkets and framed print campaigns of years past. Every item in her office defined who Kim was as the VP
of Sales and Marketing. She would have it no other way.
“Of course.”
Owen took a seat directly across from Kim and sank comfortably as if he was about to spend all morning.
“Thanks for making time to meet on such short notice. I know we all have a lot going on right now, but I
want to slow down enough to truly understand what’s happening in the company before Donna starts next
week. I want to capitalize on the things we have been doing right and at the same time ensure we don’t
make the same mistakes twice. I did not send you these questions in advance, because I want to hear your
raw, unedited thoughts and ideas. I am going to meet with Isaac later this afternoon and do the same thing
with him. Sound good?”
“Sounds fine to me. You know I generally like to do my research, though, before I speak. No telling what
may come out off the cuff,” Kim said with a smile.
“Kim, we have worked together long enough. I can see your candy coating a mile away.”
“Fair enough. Ask away.”
“I’ve looked at the numbers James presented yesterday and I spent some time last night diving deeper.
Revenues are steadily climbing, but our operating costs are climbing even faster. Much of that is attributed
to marketing. Given your background in marketing that surprises me a bit. What’s your take?”
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“I have increased the number and types of campaigns we have run. I’d like to think some of the increase
in sales is attributed to the increased effort. The problem is, I don’t have the numbers to show the impact
of each campaign across the company, much less for each travel segment. In an effort to increase sales
and not have the finger pointed at marketing, we just kept generating new campaigns. It’s been like throwing spaghetti at a wall to see what sticks. It especially stinks because the assets my team has created this
year are some of the best I have ever seen.” As Kim thought about it, her frustration became more visible.
Her team really has done an amazing job over the last year ramping up the marketing efforts, and they had
nothing to show for it.

“We are not going to run this
organization on hunches
anymore.”

The two continued to walk through their thoughts and concerns for almost two hours. Owen glanced at
his watch, realizing how much time had passed. He straightened and started to stand.
“You know,” Owen sighed. “I’ve heard your concerns about our BI tools, but I am at a loss – the company
has invested an enormous amount in those tools, and it wasn’t without due diligence in selecting the products. There is no way we could gain approval for a change or addition in marketing software or customer
intelligence software at this point.”
“As much as you have heard me complain,” Kim answered, “if you want my raw, unedited thought, I have a
hunch the problem is not with our BI tools. The tools are only as good as the data they are given. I just don’t
think we are connecting to all of the data that we should. We just can’t be.”
Owen gave her an understanding glance, picked up his now heavily scribbled pad, and turned back just
before leaving Kim’s office. “That’s exactly it. We are not going to run this organization on hunches anymore.”
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CHAPTER THREE

3

One-on-One with Owen & Isaac
Isaac’s Office

“I don’t want IT standing
in the way of the business
moving forward.”

ISAAC GLANCED up at his monitor – 2:59 p.m. He had already neatly arranged everything on his desk,
twice. They never had meetings in his office; he always went to Owen’s office. The request to meet in his
office had really thrown him for a loop. Just as he was about to start rearranging a third time, Owen knocked
on his door.
“Hey. Thanks for coming down my way today.” Isaac reached out to shake Owen’s hand. He had never
been anything less than the utmost professional.
“Thanks, Isaac. It’s good to get out and about every now and then.” He tapped the Yoda bobble head as
he sat down and pulled out his already worn notepad. “I met with Kim this morning and had a long chat with
her too. I know I asked for these meetings at the last minute, but I really want understand what’s going on
before Donna starts next week so we can give her the help and support she will need. I don’t want history
repeating itself. Right now, we have a lot of room for growth and we have the right team to do it. I need to
make sure everyone is working together for the same goals.”
“That would definitely be a good start. I don’t think I have been on the same page with many people for
a while now – especially James. I am looking forward to a fresh start with Donna coming on.” Isaac wasn’t
sure what Owen’s plan was for this meeting was but he wasn’t about to waste a minute in getting it off his
chest that he thought James had been his obstacle for quite some time.
“I know we’ve talked about this before, but I don’t want IT standing in the way of the business moving
forward,” Isaac said. “The cloud launch I did this year for our internal software was about saving money.
For some reason, James just couldn’t get it out of his head that it was just ‘trendy.’ For a numbers guy I
don’t know why he couldn’t see that it saved us over $700,000 this year just for this office. If he would have
approved it for all of our resorts, I could have easily doubled that savings. Maybe even tripled it.”
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Owen knew exactly what Isaac was referring too. He had heard the “trendy” argument more than once in
the unexpected rages James would bring to his office. Perhaps he should have had this conversation earlier
he thought – he hadn’t realized the money saved by the alleged trendiness. “Word is that Donna is a big
believer in having IT support the needs of the business. I expect you are going to get a lot more financial
support for your initiatives with a lot less frustration. This morning Kim shared the difficulties of connecting
the data from our individual resorts to our BI tools. Did you and James ever talk about getting more of the
data from the resorts into his business reports?”

“The data we need is all
here. I just don’t have the
sheer manpower needed to
access it the way we have
been.”

It was all Isaac could do to hide his disbelief. “That is ALL we talked about. At least that’s how it seemed.
He would ask for data for different reports all the time. The problem is they were never the same request. My
guys would start working on standardizing and automating his requests for what I thought were his monthly
and quarterly reports, and before they were finished he would change his requirements. And, of course, the
changes were always last-minute. We usually ended up giving him large spreadsheet dumps and letting him
do his own integration and aggregations. Who knows if his reports were ever really accurate …”
Owen and Isaac continued to talk through the obstacles and debates that had plagued them, especially
over the last few years. Much of what they discussed Owen had already suspected, but some of the points
Isaac raised were unexpected and eye-opening.
“IT can only do so much to support our business initiatives and processes.” Isaac’s face showed excitement and concern as he continued. “The data we need is all here. I just don’t have the sheer manpower
needed to access it the way we have been. Every request requires hours, if not days, of unique coding to
integrate our data from all of the sources across the organization. And that doesn’t even account for the
delicate dance of convincing each of the resort managers that we won’t lose or change their data. Unless we
want to triple the head count in IT, Donna and I will have to work together on some real alternatives. I know
it can be done – I just hope she sees it too.”
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CHAPTER FOUR

4

Donna’s Welcome Dinner
Blue Fish Bistro

“We need to carry Westwood
Vacations into the next era
of success. I will be digging
in with you to make these
changes happen.”

AS DINNER was winding down, Owen took control of the conversation and began his well-rehearsed
speech. He had a knack for appearing spontaneous and conversational even though each of his points
were always deliberate. Tonight was no different: He needed to make sure they all understood the direction
they were heading – together.
“I hope you all are as excited about this transition as I am. Donna, we’re all glad you have joined us. We
have a big road ahead. As you know, I spent time with each of you talking about our needs as a business and
specifically the changes you would like to see. Donna and I have met and discussed many of those points,
as well as others. Her vision is in line with what we all see. She gets it. I get it. In fact, I am sorry I didn’t get
it sooner. We need to carry Westwood Vacations into the next era of success. I will be digging in with you
to make these changes happen. Over the next few weeks, I will be asking each of you to write or re-write
your business plans for your respective areas. As you do, I want you to keep these three guiding principles
in mind, as they will be the core of all we do going forward:
1. Shared information.
2. A collaborative culture.
3. Data-driven business.
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Owen detailed each of the principles, how they each applied to the shift in his executive philosophy and
the expectations he had of each of the leaders to drive the changes they all needed and wanted to see.
Before he concluded by personally thanking each of them for their efforts and willingness to help make a difference in the future of Westwood Vacations, he shared with them that he, at Donna’s request, had engaged
an external consulting organization to perform a detailed study of its customer experience as well as its
internal business processes. “At the completion of their research and audit, we will receive the results as well
as recommendations for improvement.” He noted that he expected each of them to actively participate and
to comply with any requests the audit team made. “Superior service,” Owen emphasized, “would not only
be an expectation both internally and externally, it will be the norm.” With that, they all toasted their renewed
commitment to excellence.

Want to know more about the mechanics behind Westwood’s business dilemma?
Click here to visit “Nuts & Bolts” Section 01.

Or, continue with the story by scrolling down or clicking here.
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CHAPTER FIVE

5

One-on-One with Donna & Isaac
Isaac’s Office

Isaac shared his detailed
diagram of all the systems in
the organization...

“HEY ISAAC.” Isaac looked up to Donna standing in the doorway. “Is now still a good time?”
“Absolutely. Ready to roll your sleeves up?” Isaac knew based on the questions that Donna had already
asked that this was likely to be the most productive technology meeting he had in several years.
“As we talked about at lunch the other day, I have been reviewing the reports from the last few years and I
can’t seem to back into the numbers on many of them. I want to walk through what data is available, where
the data is and the various business applications that are in use. Maybe that will help me understand the
numbers – at least I hope so.”
Isaac shared his detailed diagram of all the systems in the organization, depicting nine reservation systems,
six food and beverage solutions, six spa service systems, four golf course management solutions, two
revenue management systems, a complex proprietary suite of accounting software, a CRM package and
five different BI applications including two customer intelligence solutions, a marketing optimization tool and
a couple of custom coded analytics tools. While the solutions provided by the same vendor provide some
incumbent integration capabilities, much of the environment is manually integrated either through scripted
batch processes or in cumbersome offline projects, which Isaac explained account for at least 120 man
hours from his team every quarter (assuming there are no unexpected hiccups).
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Donna and Isaac spent three hours walking through the obstacles and challenges in gaining access to
the data and making it available to the business. As they worked through their various difficulties, it became
readily apparent that there were three key issues they needed to address to support Owen’s executive directive and provide more meaningful data from the range of sources across the enterprise.

There were three key issues
they needed to provide
more meaningful data from
the range of sources across
the enterprise.

1. Managed access to and integration of disparate data sources.
2. Maintained autonomy of contributing systems.
3. Centralized, controlled data layer defined by business terms, rules and processes.

Want to know more about the mechanics behind Westwood’s technical dilemma?
Click here to visit “Nuts & Bolts” Section 02.

Or, continue with the story by scrolling down or clicking here.
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CHAPTER SIX

6

Executive Leadership Retreat
Alpine Ridge Conference Room

“The discussions Isaac
and I have had leading
up to today have been
eye-opening, inspiring and
downright exciting.”

“GOOD MORNING to my favorite executive team!” Owen wasn’t sure if it was the coffee kicking in or his
genuine excitement to start the year with this crew, but either way this was the most energy and enthusiasm
he had ever had at a leadership kickoff retreat. “We have a lot to cover today, as you saw on the agenda I
sent out last week. While I want to make sure we give each agenda item the appropriate time, thought and
consideration, I will also make sure we stick to our schedule as I am looking forward to spending time with
you on the slopes this evening too.”
“We have three main tasks today. First, we will review last year’s numbers. Each of the travel segment
department heads will share their year in review as well as their business plans for the upcoming year. Just
before lunch, Donna will share the organization’s preliminary year-end numbers and I will give you the muchanticipated State of the Organization address – and yes, I do have another video again this year.” Of his
many esteemed characteristics, Owen’s team appreciated his sense of humor and irreverence the most – his
State of the Organization video was highly anticipated every year.
“When we return from lunch, we will review and discuss the results of the external study launched last fall.
Each of you will walk away with several action items from that discussion. And we will close out the day with
Isaac guiding us through some major, very exciting changes in our technology. I may be slowly evolving into
a geek, because the discussions Isaac and I have had leading up to today have been eye-opening, inspiring and downright exciting. In this case, I am definitely saving the best for last. And that’s saying something
because we have a ton of great things to cover.”
The directors of each of the travel segments: golf, mountain, beach and family, presented their reviews
and business plans as requested. While each had taken the time to note areas of improvement, the general
consensus was positive and an outlook of success for the upcoming year prevailed. Donna’s report that
followed certainly supported the positive trends. She detailed actions taken over the last six months that
accounted for just over $14 million in operational savings. She also reported that she had completed an
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audit of the last three years of financial reports. Due to missing and inaccurate data, coding errors and
applied assumptions, she would be spending the next several months restating financials.
“While it will be a tough road to travel over the next few months, when the process is complete, the
numbers and reports will be something we can all trust. Personally, I can say thank goodness we are not
public, or this would be far uglier. The good news is, from everything I have now, while we did have losses
over the last two quarters, it was not as severe as previously reported and I am happy to report we are
steadily headed in the right direction. In fact, because of each of your efforts in the second half of last year,
we will not be posting a net loss for the year. Instead, we will be posting a profit of just over $3.6 million.
While that does not show growth year over year, it will make for a pleased ownership group at our next board
meeting. I want to thank each of you for rolling up your sleeves to make this happen. With what I have heard
this morning from each of our travel segments, there is no doubt in my mind where we are headed this year,
and it’s going to be awesome!”

“While we did have losses
over the last two quarters,
it was not as severe as
previously reported...”

The energy was exactly what Owen had envisioned. He knew he had the right people in the right places
now. It was quite apropos that as he hit play for his State of the Company video, the first line of the “executive gone pirate” was, “Ahoy mateys, the treasure lies just ahead. Argh! Just a little more work to be done.”
The video, as always, was an immediate hit.
After lunch, everyone learned Owen’s themes for the year were closely tied to the results of the external
study launched in the fall. “I have spent quite a bit of time reviewing the results. There are four specific areas
with recommendations for improvement that focus specifically on enhancing business operations, brand
recognition and the overall customer experience.” He shared the four focus areas and spent two hours discussing the details of each.
1. Collaboration and sharing across travel segments.
2. Rigor, consistency and process.
3. Understanding the customer of today and tomorrow.
4. Technology optimization and innovation.
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As they discussed the fourth focus area, he turned the meeting over to Isaac. “As I shared with you this
morning, I have definitely saved the best for last. Before we even began this study, Isaac had already been
planning an infrastructure to support and grow the business. I think he wore the carpet out between his
office and Donna’s in the first three months Donna was here. When I shared the results of this study with
Isaac, it just fueled his fire. I cannot wait for you to see what he has done and the plans he has for the future.”

“This technology allows us
to connect data we have
had for years but haven’t
been able to integrate.”

While slightly embarrassed by the recognition, Isaac plugged his laptop into the overhead and set about
explaining the new technology solution he and his team had implemented over the last four months. While it
had been a fairly significant project to document and implement, Isaac felt that data virtualization technology
promised nothing short of a turnaround for Westwood Vacations. In fact, in terms of what it offered the business and how much time and effort it would save his team going forward, he felt it was the most important
project IT had ever deployed.
Isaac demonstrated a series of real-time reports that could be run anywhere in the organization, including
the front desk of a resort. In one of his examples, a guest services associate could now link a customer’s
previous business stays in the golf travel segment with his current family beach vacation for which he was
checking in. Based on the average length of stay of his business trips and his previous dining records,
the front desk was able to extend the customer a free family dinner at the Cabana Club restaurant on the
property. Because of the now fully integrated data, Westwood Vacations could provide a targeted offer that
immediately identified the high-value guest upon check-in, generated an offer that enhanced the customer
experience, and upon acceptance not only added to the total revenue for their room but kept the revenue
from going off-property to a competitor.
As he concluded his demos, Isaac told the group, “This technology allows us to connect data we have had
for years but haven’t been able to integrate because it was next to impossible to get these systems to talk
to one another. I have barely begun to scratch the surface of what our capabilities are now. What I’ve shown
you are just for the processes we do manually today. Right now my estimation of what we have saved so
far is about 16 man hours for every report we are asked to generate. Given the number of new or different
reports we run, let’s use a rough estimate of four per week, implementing data virtualization will save us the
value of 1.6 full-time employees over the next year. And again, that is just for what we already do now. This
doesn’t take into account what we can do going forward, now that we can integrate data virtually on the fly.
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I love it, because for the first time ever IT will be waiting on the business instead of the other way around.”
With that, the whole room cheered.

Want to know more about how Data Virtualization works?
Click here to visit “Nuts & Bolts” Section 03.

Or, continue with the story by scrolling down or clicking here.
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CHAPTER SEVEN

7

Donna, Kim Casual Chat
Headquarters Parking Lot, End of Day

“IT usually recognizes
technical issues, not the
business ones.”

KIM HAD just stepped out of the air conditioning and onto the hot asphalt when she heard her name. Donna
was not too far behind and had picked up her pace to catch up.
“Hey, you got a quick second to chat?” Donna asked Kim as she stopped to catch her breath. “I have been
meaning to stop by and catch up but time keeps getting by me these days.”
“Sure Donna, what’s up?”
They talked as they headed to their cars, which were usually close, as they were often the first to arrive
and the last to leave.
“I have noticed the campaigns you have been putting out this year. They are really a cut above!”
“Thanks. I have some other ideas but it would require a lot of data from across all of the individual resorts,
not just the business segments. While Isaac has done a lot with the new technology, I don’t think I could
hit him with that type of request. It might make his head spin. And he’s got enough on his plate right now.”
“That’s funny. That’s almost exactly what I wanted to talk with you about. I was in a similar situation in a
previous position. I was going to put a bug in your ear as advice from what I learned from the experience.
Perfect timing.”
Donna shared her story with Kim, which was in fact very much like her current situation with Isaac. “I wish
I had realized much sooner that IT was ready and willing to help. If I had continued to wait until they had
more free time, well, one, that would have never happened because IT will always be busy, and two, they
would never have realized I needed their help. IT usually recognizes technical issues, not the business ones.
It’s not because they don’t want to help provide a solution for business needs, but they need to see there
is a problem first. Once I realized this, I found myself working with IT pretty regularly. It is the single most
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valuable lesson that contributed to my own personal growth and success.”
Donna, for a moment, felt like she was sharing the keys of the kingdom with Kim. “Trust me. Reach out to
Isaac and ask for his help. You will be glad you did. The company will be glad you did.”

“Trust me. Reach out to
Isaac and ask for his help.
You will be glad you did. The
company will be glad you
did.”

Donna paused and smiled. She could tell Kim had already started spinning her wheels around the idea.
As she opened her car door she looked back and said, “Have a great night. And thanks for letting me share
my story.”
Kim put her laptop bag in the trunk. “You too. You’ve given me a lot to think about. See you tomorrow.”
She took back roads on her way home as she pondered all the possibilities. “If this works,” she thought,
“this could be big. No. This would be HUGE!”
As soon as she got home she sent Isaac a meeting request. It couldn’t hurt to at least ask.
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CHAPTER EIGHT

8

Forward Thinking Meets Innovation & Support
Kim & Isaac | Kim’s Office

If it worked the way Kim
planned, she would even
be able to get them to
make trips they hadn’t even
planned before.

ISAAC HAD accepted Kim’s meeting request “brainstorming fun” from his phone as soon as he received it.
If nothing else, he was intrigued.
He knocked on her door at 10 a.m. sharp. “Hey. Glad you could meet on such short notice. Want a doughnut?” While not intended to be a bribe, she had thought the doughnuts might be a nice touch since she was
about to hit him with such a large request.
Isaac grabbed the chocolate frosted with chocolate sprinkles. Nothing like a little sugar to get his brain
rolling. “So, brainstorming fun. What’s this all about?”
Kim shared her ideas with Isaac. If they could connect the guest data from reservations across the entire
company, Kim could start driving individual offers to each guest based on intricate analytics. Not only would
the guests have a better experience, but they would also be more likely to accept the offers. She would actually be able to track every offer and campaign. They would understand their customers better and be able
to predict the ideal times for their business trips and family vacations. If it worked the way she planned, she
would even be able to get them to make trips they hadn’t even planned before, like a “Guys Golf Getaway”
or a “Couples Valentine Weekend.” Armed with information generated from data across the entire organization, Kim could bring current guests to travel experience segments they would have never ventured to on
their own.
Isaac smiled as he listened to Kim. This is exactly what he needed to demonstrate the additional value
data virtualization would bring to the organization. When Kim finally paused to catch her breath, Isaac
answered, “Kim, we can do all of this and more. We haven’t even introduced data from external sources yet.
We can go further than you think with this.”
Wait. What? That’s it? Kim thought. I don’t even get to plead my case? You’re on board just like that?
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Instead of pushing the issue of not being given the opportunity to beg, she jumped on his willingness to help.
“Really? We can do that now? How long do you think it will take?”
Isaac thought for a moment. “Well for most of what you talked about I already have the connections
defined. I might need to add a few virtual views based on what you said, but assuming there are no fires in
my inbox when I get back to my desk, we could have those set up by this afternoon.”
“WOW, Isaac. I just didn’t expect that to be your answer.” Kim was stunned by the opportunity to make her
ideas come to life. “I have a lot of work to do this afternoon then. Can we meet again tomorrow?”
“Absolutely. I really want to help make your ideas successful – it will be good for both of us and for the
company. Well, and for our customers too. I am ready to book one of the Guys Golf Getaways now, so we
have to make this happen soon. I will have the views set up this afternoon. Let’s meet again in the morning
and I can show you how to get to them from your applications. You will be surprised how easy it is. If 10 a.m.
works for you again, just send me the meeting request.”
Kim sat in amazement as Isaac left. Donna couldn’t have been more spot-on. Just show the business
need – so simple, yet so profound.

Want to know more about Westwood’s solution?
Click here to visit “Nuts & Bolts” Section 04.

Or, you can jump right to the Afterthoughts section.
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NUTS & BOLTS | 01
The Business Problem

Technology, skill set and
time limitations continue to
impede efforts to share data
across the company.

Shared information
It is highly unlikely that anyone at Westwood Vacations would say that data is not an asset. Everyone
values their data and their reports. Unfortunately, every property and line of business runs as a separate
unit with little integration across departments. Each business unit has its own data mart, which is the source
of specific and highly customized reports. As new business needs arise, IT provisions the requested data to
the respective data marts as appropriate.
While the autonomy is seen as a positive by many, the integration of information for enterprise-level reporting is difficult – if not impossible. Reports are manually created from data dumps from across the company
with information that is formatted in many different ways, often outdated and inaccurate. These efforts are
frequently duplicated across the company, resulting in inordinate amounts of wasted time.
Technology, skill set and time limitations continue to impede efforts to share data across the company.
Owen’s goal is to remove the obstacles and make the company’s key data assets easily accessible across
the entire business.

Collaborative culture
The limitations and frustrations experienced when integrating enterprise data have created significant
distrust of the business processes for data sharing and the data itself. When asked, many business leaders
state they are concerned about data being lost or corrupted if it is shared outside of their departments. They
also report that they spend at least 25 percent of their reporting efforts researching and verifying the accuracy of data from other departments. Much of the concern around losing control of their data is the fear that
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their data will be misrepresented. The culture of “data fear” has led to multiple versions of similar reports
being created and run throughout the company, often with varying formulas and results.
Duplicate efforts are not only seen in business reporting. Marketing campaigns from headquarters and
individual properties often overlap. Patrons have received multiple offers, some on the same day, leading to
confusion for both guests and employees. Increased marketing efforts have compounded this problem, and
the highly valued superior customer satisfaction of Westwood Vacations is quickly eroding.

The key to business
growth is in the data. The
technology must support the
business initiatives.

Owen is determined to eliminate the fears, duplicative efforts and disjointed actions and shift the company
to a more unified, collaborative culture.

Data-driven business
Hunches guide business decisions at Westwood Vacations. Many of the property general managers have
been with the company for a long time, and they have learned to “trust their gut.” While their instincts have
proven to be fairly successful, property guests are subject to the individual making an offer, and high-value
patrons are often not recognized. Guest histories and portfolios are often incomplete, making it very difficult
to up-sell or cross-sell.
The guest loyalty rewards program, Westwood Rewards, was established to better understand and identify guests, especially high-value patrons, to make more unique offers and increase guest retention. The
program has evolved slowly but is not achieving the expected goals for which it was created. Significant,
complex scripting is required to bring all of the necessary data together, and it is often very latent. Many
have made suggestions that could improve the program; however, the programming requirements are so
significant that even small changes have not been implemented.
Owen knows the key to business growth is in the data. The technology must support the business initiatives – Westwood Vacations will be data-driven going forward.
Click here to return to the
Story Section and continue
your journey.
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NUTS & BOLTS | 02
The Technical Problem

With multiple applications
and data sources, every
coding change and
requirement presents a
business risk.

Managed access and integration
Westwood Vacations has many data needs, including reporting, marketing and guest services. While the
majority of reporting and marketing needs are based on historical data, guest services often require realtime data access. Unfortunately the complexities of data access often make real-time access real impossible. Inquiries that require real-time access, such as a view of a current guest portfolio, are often limited and
incomplete as not all data sources can be easily integrated. The majority of the business reporting is pulled
from data in the enterprise data warehouse, historical flat files or batch processing.
Besides the challenges of data access, there are security and managed access concerns that must be
addressed. Guest credit card information should be secured and inaccessible but available for payment
transactions. Financial reporting data should only be accessible by authorized individuals. These requirements must be individually configured and maintained at each data source. With multiple applications and
data sources at each of the 22 properties and headquarters, every coding change presents a business risk.

Autonomy of contributing systems
While headquarters maintains a central reservation system, many of the resorts maintain local lodging
management systems, as well as several specialized applications for the services and amenities offered at
their locations. The differences across the applications makes standardization impractical. Replacing the
systems is not financially feasible and would likely create an internal political nightmare. Until now, efforts to
integrate data across the enterprise have been difficult as access to these autonomous specialized application systems with little to no disruption to daily operations could not be ensured. In order to successfully
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integrate the data from all the properties, each application system and its respective data must be able to
operate without interruption.

Centralized, controlled data layer

Data is aggregated,
analyzed and presented in
multiple ways which often
leads to similar reports
detailing conflicting results.

Data has been successfully shared across the company but not necessarily integrated. In order to complete business reports at headquarters, each of the business units gathers data from batch files shipped
daily and weekly from each location. Data is aggregated, analyzed and presented in multiple ways, which
often leads to similar reports detailing conflicting results.
A centralized, controlled data layer between the data sources (batch and real-time) and the consuming
applications is needed to ensure that all business units are accessing and processing the same data with
consistent formats and processes.
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Westwood Vacations properties and headquarters run a wide variety of reports and queries. This guide
shows some of the reports run by the key business units and lists the contributing source systems used to
generate the reports. Many of the reports are analytical and can be run from batch files sent from the resort
locations integrated with the enterprise data warehouse (EDW) and historical files. Other inquiries require
real-time access to the systems at the resort locations.
GOLF, SPA &
EXCURSIONS

• Inventory
Management
• Individual reservation
history
• Staff utilization
• Customer win-back
• Loyalty offers

GUEST
SERVICES

• Trending requests

SALES &
MARKETING

FOOD &
BEVERAGE

FINANCE

• Price optimization

• Price optimization

• Loyalty analysis

• Accounts Receivable

• Cover forecasts

• Patron value
calculation

• Real-time offer
generation

• Campaign tracking

• Accounts Payable

• Cross-sell/upsell

• Inventory &
purchasing

• Room demand
forecasts

• Series based forecast

• A
 udit & journal
reconciliation

• G
 uest portfolio &
history
• Revenue
Management

• Guest/local
segmentation

ATTRACTIONS &
ENTERTAINMENT

This guide shows some of
the reports run by the key
business units and lists the
contributing source systems.

• Event staffing
forecasts
• Labor cost analysis
• Package performance

• Customer sentiment

• Channel Management
• Guest contact
frequency
• Guest demographics
& psychographics

• Purchasing
• Enterprise financials
• Travel agent
commissioning

• Competitive
intelligence

• Menu profitability
• Accounting transfer
journals
• Offer redemptions
• Guest reservation
history

your Westwood Vacatio ns g uide to REPORT T YPES and DATA SOURCES

BATCH
DATA SOURCES
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•
•
•
•
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 ey card management system
K
Property Management System
Lodging Management System
Accounting/Back Office
Point of Sale - Retail
Point of Sale – Food & Beverage

•
•
•
•
•
•

 evenue Management System
R
Spa Management System
Golf Management System
Food and Beverage
Events Management
Loyalty system

REAL-TIME
DATA SOURCES
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The following is a map of the current Westwood Vacations system infrastructure necessary for business
reporting. Each of the business units uses data from the EDW, historical files, the GDS, batch files from the
resorts, and real-time connections to the systems at the resort properties. Each of the required connections
to generate these reports is depicted using the previous guide and legend.

Figure 1 represents
Westwood Vacations’
current infrastructure.

FIGURE 1.
Westwood Vacations’
Infrastructure

GDS

global distribution system

ARCHIVED FILES
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EDW

enterprise data warehouse

Click here to return to the Story
Section and continue your
journey.
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NUTS & BOLTS | 03

Figure 2 represents data
virtualization in action. We’ll
break down the components
on the following pages.

How Data Virtualization Works

reporting
tools

consuming
applications

DATA VIRTUALIZATION SERVER
business features

customized views

monitors & alerts

security

authorization authentication

role &
column &
individual row level

FIGURE 2.
Data Virtualization in Action

processing & optimization
multi-cache
support

DB2

MS SQL

SAS

federation engine

query optimizer

Teradata Netezza Hadoop

push down
query execution

cloud

data
sources
flat files
Greenplum Oracle
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Data sources
The types of data sources that can be integrated into the virtualized environment are essentially limitless.
They can be internal or external, public or private. The data formats and models do not have to meet any
specifications at the source as the standardization of data will occur at the virtualized layer.

Virtual views can be built for
individual business needs
and can be changed as the
business needs change.

The connections between data sources and the virtualized environment remain persistent. When the dataconsuming applications query the data via the virtualized layer, the data will be integrated at that time and
the results returned to the requesting application without the data ever being moved from the originating
source. This ensures that the consuming data applications have access to the most current data at all times.
Because the business logic for data integration is implemented at the virtualized layer, it is insulated from
changes made at the data sources, such as a change in or addition of a data type, or the addition of an
entirely new data source. This eliminates hours, if not days, of coding and scripting changes that traditional
ETL methods required. The ability to integrate data from anywhere at any time is simply something traditional ETL could not provide.

Data virtualization server
Business features
Virtual views provide a standardized, logical representation of the data based on business needs. They can
be built for individual business needs and can be changed as the business needs change. Changes made
to the source or sources of data that constitute a view can be made without affecting what the consuming
applications see or use from the defined view. In other words, data abstraction allows for the consuming
applications and the data sources to operate independently. The custom views also support data governance efforts as they are in a centralized location for the application of data validation and data quality rules.

NUTS & BOLTS

a SAS best practices eBook

39

Data stewardship and administrative tasks are supported by monitors and alerts. On the data virtualization
server, you can monitor queries, view system usage, detect long-running requests and identify performance
issues. Logging capabilities also help you track detailed data access for regulatory and compliance reporting.

Increased speed to access
and process data allows for
existing business solutions
to run in an more optimized
environment.

Security
The data virtualization server provides and supports many security features. Permissions can be granted
or denied on many levels, including database, catalog, schema, table and column. Row-level security is
also supported for all federated data sources. User and role-based authentication and authorization allow
security policies and settings to be applied in accordance with business requirements.
In addition to security controls, data masking allows further compliance controls, especially with highly
sensitive data – such as financial, medical or personally identifying information (PII) – from being seen or
read, even if it is passed from the data source. Because the rules and security are implemented at the virtualization server, they provide reusable, repeatable processes that will be implemented as new data sources
are added, allowing for immediate, secure scalability.

Process and optimization
The data virtualization server has built-in optimization capabilities to speed up data access and query
processing. The increased speed to access and process data allows for existing business solutions to
run in a more optimized environment, saving money and providing the ability to generate new business
opportunities faster. Cached queries can be targeted to a specific database or to in-memory storage. With
cached queries, processing performance is improved because data joins and the results cache can reside
completely in any database, or directly in memory, and can be optimized with push-down query executions.
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Reporting tools and consuming applications
Applications throughout the business need access to enterprise data. These applications will access the
data virtualization server through standard Web services – not the underlying data sources. By not having
to program and code every report, service and application to access data for every underlying data source,
IT resources can be made available for other business initiatives. The streamlined access to enterprise data
significantly reduces coding errors that put the company at risk.

Streamlined access to
enterprise data significantly
reduces coding errors that
put the company at risk.

Click here to return to the Story
Section and continue your
journey.
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NUTS & BOLTS | 04

Figure 3 represents
Westwood Vacations’ data
virtualization solution.

The Solution

While data virtualization is not a silver bullet for all data management needs, it does serve as a powerful
tool for data integration needs. Let’s look at the solution provided for Westwood Vacations’ business and
technical troubles.

virtual view

virtual view

virtual view

virtual view

virtual view

EDW
GDS

data sources
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FIGURE 3.
The Westwood
Vacations Solution
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Shared information
With a data virtualization server now in place, the data marts designed for each of the business units can
be accessed by all departments through the virtual views. Reports are consistent as business terms are
centrally defined. And because the virtual views are based on business needs and centrally stored, duplicate
reporting efforts have been eliminated.

Marketing efforts have been
streamlined and properties
are no longer competing
against themselves for the
same customer base.

Collaborative culture
The fear of losing data or its integrity is a thing of the past. Data is accessed through the virtualization
server, abstracting the underlying details of the source systems. Source systems are protected as they are
no longer directly accessed by a wide variety of applications. Marketing efforts have been streamlined, and
properties are no longer competing against themselves for the same customer base. In fact, efforts have
been redirected to prospect conversion as a collaborative, companywide initiative.

Data-driven business
Hunches are now taboo at Westwood Vacations. Unique client offers are now based on a wide variety of
analytic models from data across all properties. High-value clients are not only recognized, but also appropriately rewarded for their activities and stays. The Westwood Rewards program has grown dramatically
and is able to quickly initiate new offers and campaigns to encourage loyalty members to earn and use their
rewards.
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Managed access and integration
By centralizing data access and simplifying complex data environments, data virtualization has significantly reduced the workload required for implementing new data requests. Niche skill sets are not required
to write scripts for accessing every unique data source. IT resources are freed up to work on other initiatives
and are able to support a more agile development environment that works hand in hand with the business.
With the centralized, role-based access, the virtualized environment provides security controls, allowing
private information to remain masked and preventing users from accessing data for which they are not
authorized.

Data that previously could
not be integrated is now part
of the Westwood Vacation
enterprise business view.

Autonomy of contributing systems
The beloved, tried-and-true systems live on. Rip and replace did not occur, and all systems can coexist
without disruption. Data virtualization allows Westwood Vacations to, as they say, “leave the data where it
lays.” Data does not have to be extracted from one platform and loaded to another. Instead, data virtualization allows requests to come to the data.

Centralized, controlled data layer
By integrating data in a virtualized environment, data that previously could not be integrated is now part
of the Westwood Vacations enterprise business view, allowing more difficult business questions to be
answered with comprehensive business insight and accuracy. The business decisions can be made faster
as well because the virtualized environment allows immediate access to the most up-to-date information
available. No more waiting on ETL jobs or scripts to run to pull all of the information together.
And with the more comprehensive view of data and the ability to create new business views of the data
on demand, business and IT can work together to implement new, innovative ways of looking at the data to
solve problems and implement new business ideas.
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AFTERTHOUGHTS
Executive Meeting with Chairman of the Board
Executive Board Room

THE CHAIRMAN of the Board, Dennis Julian, always commanded the attention of the room when he spoke.
This meeting was no exception. “Good morning, ladies and gentleman. I have called this meeting because
after careful consideration, I have decided that last year’s numbers need immediate attention.”
Odd glances were shared, while others tried to read Owen’s face. He had been giving positive interim reports
throughout the year. The look on Dennis’ face was quite serious. Owen sat with a straight face, almost poker
style. Donna showed no emotion.
While the confusion among the executive team rose, Dennis started to share the annual report. “Last year
showed significant changes for Westwood Vacations. Given some of the challenges we faced just a little
over 18 months ago, it is with great pleasure that I share these numbers with you.” The executive shoulders
dropped in relief. “For the first time ever, total revenue was above $400 million – $411,321,000 to be exact.”
Dennis took the time to walk through each travel segment and celebrate the growth of each. He specifically
congratulated the family travel experience segment for its revenue growth, up by 54 percent. “To put that
into perspective, that is greater growth than any other two segments combined have experienced in at least
the last five years.
“While the revenue numbers look good, the operational costs look even better. I want to congratulate Donna
on her efforts here, as the company’s operating expenses grew by less than 2 percent. That is simply
unheard of in almost any line of business, especially considering our revenue growth. Donna, thank you for
everything you have done for this company. Owen, your focus and leadership with this team has certainly
paid off. This year we will be posting an annual profit of over $41 million. That is up almost $38 million over
last year.”
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The meeting continued with more detailed numbers for each business segment. The data was accurate.
Everyone trusted it. There were no more hunches and no more assumptions. The shift in culture was quite
apparent.

There were no more
hunches and no more
assumptions. The shift in
culture was quite apparent.

Just before the close of the meeting, Dennis had a surprise for the executive team. Owen knew, since he
had made the recommendation to the board, but the rest of the leaders were unsure of what was about to
happen.
“Our C-level leadership is growing this year. Given the growth from last year and the plans before us, not
only for the upcoming year but as part of our five-year expansion plan, we are adding two new chief positions: a chief technology officer, CTO, and a chief experience officer, CXO. It is an honor to introduce them
to you today: Isaac Winters, our new CTO, and Kim Canterbury, our new CXO. It is because of their innovation, determination and commitment to the success of Westwood Vacations that I was able to share such
an amazing annual report. Congratulations to you both. All of us on the board genuinely thank you for your
relentless efforts. We look forward to many successful years to come.”
Kim thought, Wow, a little collaboration goes a long way.
Isaac thought, Gosh, it’s just data.
Donna smiled. They get it.
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