
Overview 

Asurion Asia Pacific is a division of 

global handset protection specialist 

Asurion, which protects more than 100 

million wireless subscribers globally, of 

which 40 million are in Asia. The 

privately held firm has 20 years’ 

experience in technology protection and 

employs 14,000 people. It offers an end-

to-end technology protection service to 

wireless carriers around the world, 

including in Australia, China, Hong Kong, 

Japan, Korea, and Singapore, with 

Thailand soon to come online.   

Replacing static reporting with near 

real-time analysis of complex data  

Until recently, Asurion in Asia relied on 

Microsoft technology and static reports in 

Microsoft Excel spreadsheets to analyse 

complex sets of data about performance 

of finance, call centres, and inventory 

management, among other functions. 

The company also repurposes broken 

mobile devices at manufacturing plants 

in the United States and the Philippines. 

Asurion has developed state-of-the-art 

apps to track lost phones and lock 

missing phones remotely. In addition, it 

operates a 24/7 Premier Support service 

for mobile device users in multiple 

languages. 

Analysing performance of such a diverse 

range of activities in static reports 

resulted in delays in understanding 

customer behaviour, demand for 

services, and stress points in the supply 

chain. It was essential to better 

understand the business and give 

carriers insights into their customers’ 

needs.  

Peter Blanks, APAC Chief Operating 

Officer, Asurion Asia Pacific, says: 

“When I started at the company in 

February 2013, I saw the need for a 

dynamic business discovery solution to 

provide near real-time analysis through 

dashboards. It was no longer sustainable 

to have static daily, weekly, or monthly 

reports that when interrogated needed 

further static reports.” 

First dashboard takes just two weeks to 

develop, with ROI in six months 

Blanks was familiar with Qlik before 

joining Asurion. His vision was to use 

Qlik for multiple reporting and analysis, 

including “Lifecycle of a Customer” 

analysis, as well as reporting for more 

routine functions. Asurion engaged with 

Qlik Elite Solution Provider Velocity 

Business Solutions, and in just two 

weeks got the first of seven visual 

dashboards, created from 10 different 

data sources. Blanks says: “Qlik 

 

 

 

 

 

 

Solution overview 

Customer Name: Asurion Asia Pacific 

Industry: Telecommunications 

Function: Executive, Finance, 

Operations, Sales, Supply Chain 

Geography: Hong Kong 

Challenges: 

• Gain near real-time visibility over

inventory and supply chain

• Monitor performance over

customer care

• Help improve value proposition for

prospective customers

Solution: Asurion Asia Pacific 

deployed Qlik in 2013 initially in its 

supply chain, customer care, and 

finance business units. 

Benefits: 

• Delivered ROI in just six months

• Analysed big data from multiple

sources

• Improved inventory and supply

chain management

• Helped create a platform for new

business acquisition

Data Source Systems Database: 

Applications: Various ERP systems, 

Microsoft Dynamics AX, Microsoft 

Dynamics CRM 

Database: Microsoft SQL Server, 

Oracle, Excel 

Qlik Partner: Velocity Business 

Solutions 

“Qlik gives us a very strong visualisation tool for BI. My 
colleagues didn’t require much persuading and we were able to 
go ahead quickly with a fast time to market and ROI in just six 
months.” 

– Peter Blanks, APAC Chief Operating Officer, Asurion Asia Pacific

Asurion transforms supply chain 

and inventory management 
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to retention, upsell and support, which 

the company then uses to provide 

reassurance to the leading wireless 

carriers that Asurion is delivering an 

excellent and responsive service. Blanks 

says: “To give an example, in Singapore 

we aim to replace a customer’s lost or 

broken phone within four hours of the 

customer contacting our call centre. But 

we need to monitor that service. Qlik 

tells us whether we’re meeting a target 

and our Lifecycle of a Customer analysis 

demonstrates how well we’re performing 

overall.  We can now monitor call-centre 

performance and take corrective action if 

calls aren’t being handled swiftly or if 

extra training is required.”   

Substantial cost reduction with Qlik  

Qlik gives Asurion a robust, scalable BI 

platform for future development at a 

lower cost than the legacy solution, as 

well as the opportunity to increase 

revenue in multiple ways. Blanks says: 

“It’s too early to put a figure on our 

supply chain savings, but we know that 

it’s significant. As important is our vision 

for the future with a next phase of Qlik, 

which will make a difference with our 

suppliers and also provide senior staff 

with access from mobile and iPad 

devices. Qlik analysis of our big data will 

also help us to retain customers and win 

new carriers. Plus, in future we will be 

better positioned to increase revenue 

from Premier Support services to 

customers.” 

Return on investment 

6 months 
to achieve full ROI 

Time to value 

2 weeks 

to deploy first dashboards 

gives us a very strong visualisation tool 

for business intelligence (BI). My 

colleagues didn’t require much 

persuading and we were able to go 

ahead quickly with a fast time to market 

and ROI in just six months. The big 

difference is that Qlik delivers much 

greater flexibility and near real-time 

analysis. They can drill down into big 

data on a self-service basis without 

requiring specialist IT support.” 

Supply chain and inventory is the 

main priority for Qlik 

Blanks identified that Qlik would make 

the most impact in supply chain, 

inventory management, customer care, 

and stock utilisation. He says: “We also 

introduced Qlik to our finance team, but 

that was for fairly routine reporting. 

Where Qlik made a huge impact was in 

seeing our inventory in near real time to 

improve efficiencies, stock utilisation, 

and decision-making for our supply 

chain management. Previously, this was 

a time consuming, manual process with 

daily, weekly, or monthly reporting. We 

could not react quickly if, for example, 

suddenly new Apple mobiles were 

leaving our warehouses to replace lost 

or broken devices and that we needed 

to import new stock. We now have a 

better way of managing our inventory 

and supply chain.” 

Qlik provides key metrics on 

customer care 

Qlik gives Asurion the key metrics it 

needs on customer care, across the 

lifecycle of a customer – from acquisition 

“Qlik tells us whether we’re meeting a target and our Lifecycle of a 
Customer analysis demonstrates how well we’re performing 
overall.  We can now monitor call-centre performance and take 
corrective action if calls aren’t being handled swiftly or if extra 
training is required.”  

– Peter Blanks, APAC Chief Operating Officer, Asurion Asia Pacific

For inquiry, please contact us at enquiry@vebuso.com
To gain more insight on Qlik, please visit our company website on www.vebuso.com




