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The challenge

Our client is a subsidiary company of a leading auto brand, and it was established to drive 

customer-centricity transformation in China. The client provides digital solutions and operational 

services to enable seamless online-to-offline user experience. 

Together with the client, we built a Customer Data Platform (CDP) to ingest, integrate, and process 

customer and related data to support customer & marketing services, including end-to-end 

dashboard and generate 2B/2C customer campaigns.

CDP has 30+ source systems, 1,000+ assets and tens of millions of users, and involves client facing 

data service, which brings huge challenges and high requirements to the platform operation. Hence, 

a stable, efficient operation and maintenance services is strongly required to ensure platform 

stability and service availability.

Our solution

We set up an operation team with 10 professionals, and re-designed the operation process, built a 

standardized operation handbook to improve the problem-solving efficiency and service quality.

Meanwhile, we organized periodic operation and incident review to identify issues regarding 

platform stability and technical robustness, and developed optimization plans to improve the 

stability of the big data platform.

Moreover, we developed a big data operation monitoring platform to collect operational data, 

including tasks execution status, server memory usage, resource usage, data asset quality, etc., to 

achieve automatic monitoring and early warning of the platform on a 7x24 basis.

The outcomes

Achieved 100% on-time work order closure rate based on 

standardized operation handbook and related regulations.

Task on-time rate (service level agreement) of the CDP 

increased from around 80% to 95% through multiple rounds 

of incident review and optimization.

Delivered 7x24 task and service monitoring by leveraging the 

operation monitoring platform, and greatly improved the 

work efficiency of the operation team.

Extended beyond the design and implementation of the 

operation monitoring platform to provide full lifecycle 

services.
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