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Heading 1 
The 1990s saw the birth of customer relationship management (CRM). It 
would, its proponents vowed, make companies “customer-centric.” CRM  
However,  
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Geocoding can 
prepare customer 
service agents to 
respond quickly 
with offers relevant 
to the area in which 
the customer lives 
or is traveling.  
 

Geocoding Supports Decision-Making 
Geocoding enriches the geographic context of business information, 
especially for organizations that operate internationally and those in certain 
vertical industries. The location intelligence it provides can enhance the value 
of information that various lines of business use in decision-making. 
 
In customer service, for example, geocoding can increase the speed of first-
call resolution of issues by using the caller’s location in answering questions – 
being able to direct the customer to the nearest service or retail outlet, for 
example. Conversely, knowledge of a customer’s location enables efficient 
routing of field service personnel to customers, saving the company time and 
resources and increasing customer satisfaction through prompt arrival. More 
generally, geocoding can empower customer service agents to respond 
quickly with offers relevant to the area in which the customer lives or is 
traveling. It also adds a dimension to social media interactions with 
customers. 
 
In operational processes, geocoding can mitigate risk by ensuring adherence 
to policies and regulations by applying rules and guidance based on local 
legal statutes. It can increase compliance with service level agreements by 
ensuring that employees use assets in 
compliance with safety or maintenance 
requirements. In addition, knowing the 
location of an asset can help optimize 
its utilization. Geocoding can help par-
ticipants along the supply chain anti-
cipate the types and volumes of goods 
likely to be shipped to various areas. 
 
Location intelligence is critical to ef-
fective marketing and sales. Here geo-
coding can create geographically aware 
market analysis that enables a better 
understanding of demand to improve campaign planning. Examining 
marketing campaigns in a location context enables companies to sharpen 
their focus by customizing them for each geographic area. Accurate location 
information also can make it possible to adjust pricing and promotions to 
specific places and demographics. Proximity- and travel-based analysis of 
offers and locations can mean making specific attractive offers to nearby 
consumers. 
 

Industry-Specific Benefits 
As well as these capabilities that benefit many kinds of organizations, 
geocoding conveys particular benefits to individual industries.  
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An investment in 
geocoding helps 
companies increase 
the speed and the 
productivity of 
operational execution 
by pinpointing the 
location of each 
customer. 

Insurance 
Geography plays an important role in the insurance industry, in setting rates, 
adjusting claims and providing service. Geocoding also can help improve 
business processes that cross geographic boundaries. In the contact center, 
knowing the customer’s location makes it easier to be proactive in providing 
service. It helps to provide underwriting with context and an understanding 
of constraints on issuing new policies related to the customer’s location. 
Location is also a factor in laws, tax rules and regulations regarding 
notifications and reporting associated with policies such as annuities or with 
incidents associated with the customer’s or the insurer’s liability, which can 
vary widely from locale to locale. 
 
An investment in geocoding will enable insurance companies to increase the 
efficiency of operational execution by pinpointing the location of a customer 
or an asset and reducing the costs of business processes such as customer 
service. It can promote greater customer satisfaction by enabling the fast 
delivery of reliable information and decisions on claims or other issues and 
mitigate the risk of policy violation by customers by guiding them to the 
policy provisions that can be used to address the issue at their location.  

Banking 
Location intelligence is a key tool in the effort to optimize interactions 
between global banking systems and customers. Understanding cultural 

norms, customer preferences and 
other area-specific aspects are vital 
to doing business successfully on an 
international scale. 
 
Service offers typically are con-
strained by requirements that differ 
regionally or nationally; what is 
allowed in one place may be pro-
hibited or inappropriate in another. 
It thus is essential that banks be 
aware of such issues to avoid 
alienating customers or violating 
laws or regulations and incurring 
fines. 

 
Knowing the geographic distribution of customers and their likely location-
specific needs helps in the planning of utilization of system resources and in 
anticipating growth. Likewise, being able to do context-aware planning for 
the locations of branch offices and ATMs helps, and up-to-date proximity 
information about these assets can direct both customers and the contact 
center agents interacting with them. 
 
An investment in geocoding is likely to enable banks to reduce their customer 
service costs. It can increase customer and product profitability when 
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location intelligence reduces the time needed for the travel by field services 
personnel to remedy a customer situation and ensures that the most 
geographically relevant marketing is used to influence the customer.  
 
Knowing the location of every customer can help ensure that businesses 
provide not only accurate but relevant information in communications with 
each of them. In these days of precisely targeted marketing, declining 
customer loyalty and the risk of instant damage to brand and reputation 
through social media comments, no organization can afford not to have and 
use every bit of information that exists about its customers. Geocoding can 
add a valuable dimension to that critical data. 
 
 
 
 
 
 
 

About Ventana Research 
Ventana Research is the most authoritative and respected benchmark 
business technology research and advisory services firm. We provide insight 
and expert guidance on mainstream and disruptive technologies through a 
unique set of research-based offerings including benchmark research and 
technology evaluation assessments, education workshops and our research 
and advisory services, Ventana OnDemand. Our unparalleled understanding 
of the role of technology in optimizing business processes and performance 
and our best practices guidance are rooted in our rigorous research-based 
benchmarking of people, processes, information and technology across 
business and IT functions in every industry. This benchmark research plus 
our market coverage and in-depth knowledge of hundreds of technology 
providers means we can deliver education and expertise to our clients to 
increase the value they derive from technology investments while reducing 
time, cost and risk.  
 
Ventana Research provides the most comprehensive analyst and research 
coverage in the industry; business and IT professionals worldwide are 
members of our community and benefit from Ventana Research’s insights, as 
do highly regarded media and association partners around the globe. Our 
views and analyses are distributed daily through blogs and social media 
channels including Twitter, Facebook, LinkedIn and Google+.  
 
To learn how Ventana Research advances the maturity of organizations’ use 
of information and technology through benchmark research, education and 
advisory services, visit www.ventanaresearch.com. 
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