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The Lost-Trade System

How to convert lost business into future won business and
create a new window onto your market and competitors by
using Business Intelligence

Jesper Thorlund

Are you losing your most valuable asset — your customers? This is one of eight
important questions that The Lost-Trade System answers. Lost trades mean
lost business - and you cannot examine and manage what you cannot see or
measure. Taking this point further, Jesper Thorlund contends that a business
doesn’t really know its market if it doesn’t know its lost trades.

Thorlund takes readers of business and IT literature on a journey to
experience untouched ground in the world of business intelligence. A Lost-
Trade System is gradually built up, starting by identifying business problems
and important questions of value models and strategy, to the development of
an analytical framework and business requirements. Analytical tools, metrics,
KPI's, front-end applications, dynamic BI reports and data marts are gradually
created, to be used methodically by business users in order to pinpoint areas
for improvement and to create value through improved BI processes.

This innovative book brings insights into Business Intelligence, where the
purpose of BI is to optimize decision-making and operational processes via
fact-based information and knowledge. BI initiatives are precisely where
business crosses technology, and The Lost-Trade System is more than a
technical solution that allows a sales organization to capture the data
regarding its lost business. It is a set of analytical tools and a framework that
creates information out of this data, and a methodology that allows business
users to create knowledge out of this information, allowing them to take
appropriate and informed action to create value via improved business
processes. The success of the system is in its ability to capture data in an
efficient way, streamline data from different sources and identify and visualize
trends in lost trades that would otherwise remain invisible.

The Lost-Trade System is the first look into a hitherto uncharted business
territory. It is also the first map of this territory. Casting light on the ‘dark side
of the moon’ is an apt metaphor for this new knowledge as an innovative way
of looking at trade and assessing your market boundaries, and one that will
help to improve decision-making in everyday business life.

The Dark Side of the Moon, or the enquiries you never see

All enquiries from customers are either won or lost
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This system has proven valuable in some of the biggest and most successful
financial sales organizations, and right in the center where all earnings are
made: between the sales manager and the customer. The Lost-Trade System
exemplifies how lost trades can be understood, managed and converted into
future won business.

The Lost-Trade methodology fills a current gap in BI methodology and explains
how BI can implement change and improve sales, and shows how to make lost
trades an integrated part of your IT infrastructure and BI strategy.

The Lost-Trade System uses 12 dynamic reports, and the case scenario
presented in the book is a condensed analysis drawn from a five-year advisory
position in the sales department of one of Scandinavia’s largest banks.

About the Author

Jesper Thorlund is an economist, BI advisor and
systems developer. He has been working with
business intelligence and data warehouse
solutions for more than 12 years as a
consultant in major financial and governmental
organizations. He publishes and lectures on the
strategic use of business intelligence and
founded Lost Trade Systems, a BI Research
Company, which specializes in bringing new
insights and value to businesses by working
methodically with lost trades. He co-authored
the bestselling book Business Intelligence, From
Strategy to Data Sources (2008), available as Business Analytics in
English in the SAS Press Business Series, August 2009.
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Top management

Operational/functional
management

Analysts, controllers
and report developers
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The BI Model

This is a complete and holistic overview that explains the parameters within which BI
creates value. It shows all the processes that move between the Business-oriented and the
IT-oriented environments.

The chart cf. Business Intelligence (Copenhagen: Bgrsens Forlag 2008) by Jesper Thorlund
and Gert Laursen, forthcoming August 2009 in English as Business Analytics (SAS Institute
Business Series).
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Visualizing Business Requirements

Dimensions
Customer
Metrics Product group
Lost turnover Sales manager
Actual turnover Currency pair
Number of lost trades Maturity
Number of actual trades Competitor
Month
Business users Strategy
Sales manager Minimize the ratio
Sales director between lost and actual
Product specialist turnover: “We want to
Analyst create value from lost

business, by converting
lost turnover to future

KPI’s won turnover.”
Lost-Trade Index value (KPI)
Lost-Trade Trend Indicator (KTI)

Data to capture

Business Lost turnover
The Eight Important Questions Requirements Customer
1) What is the general trend in the Product group
business that we get compared to the Date
business that we lose? Sales manager
2) Do specific customers ‘leave’ us or Currency pair
do they simply waste our time? Maturity
3) Do we lose more and more Competitor
business in a certain product group? Price
4) Do we lose more and more Comment
business in a certain product group End date
with certain currency pairs? Margin
5) Do we lose more and more
business in a certain product group Add-on features
with certain currency and maturity 9) Hunting reports to
combinations? regain lost trades and
6) Does a specific sales manager lose convert them into future
more and more business? actual trades
7) Are specific competitors ‘stealing’ 10) Estimate potential
our customers? market for the customers’
8) Are specific competitors growing operations
or are they getting smaller? 11) Search to find more

specific information about
the lost trades

12) Custom-made reports
for product specialists and
sales managers
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