
C u s t o m e r  P r o f i l e

ClickFox is the pioneering leader of customer experience analytics (CEA) solutions, which 
capture and aggregate customer interactions across retail stores, websites, call centers, chat 
rooms, mobile applications, and other channels. Unlike traditional transactional-based cus-
tomer intelligence systems, ClickFox CEA solutions generate a visual, data-rich picture of the 
complete customer experience to uncover hidden connections that drive revenue, loyalty, 
and defections. Industry leaders including the nation’s largest banks, wireless telcos, and 
utility and insurance providers depend on ClickFox to analyze nearly one billion customer 
interactions per month.

Atlanta-based ClickFox was using Oracle and Microsoft® SQL Server® relational database 
systems to aggregate and analyze data. As the company began capturing exponentially more 
data, it became clear that they needed a system that could scale easily as traffic grew, 
quickly load terabytes of data, and perform simple and complex queries for intraday analysis 
and response. 

“Because of the sheer amount of our data, we were hitting our heads against the wall,” 
explains Tom Wheeler, senior vice president of Research and Development. “Our relational 
databases weren’t geared for mass aggregations, comparisons, or attribute searches so it 
was taking more time to apply our algorithms and present data back to users. There was 
also a huge amount of system care, feeding, and tuning to keep up with changing user 
profiles.”

oPeNiNG tHe Door to mAssiVe GroWtH  
AND iNNoVAtioN 
ClickFox evaluated multiple options including Teradata, Netezza, and Greenplum®. ClickFox 
chose the Greenplum DCA, a highly scalable, data warehousing appliance that integrates 
database, computing, storage, and networking into a single, easy-to-manage enterprise-
class system. With Greenplum, ClickFox has the ability to acquire and process more data 
faster than its competitors, further expanding its market leadership. 

“The technical synergies between Greenplum and our own CEA solutions were very 
attractive,” says Wheeler. “Greenplum’s openness and extensibility allow us to go to where 
data will be inserted and we can write the algorithms at that point. Teradata and Netezza 
were closed solutions that provided a single connection point so it would have been difficult 
to scale. We also like that Greenplum is based on generally available tools that our 
developers can understand.” 

ClickFox runs its CEA application on a 32-node Greenplum infrastructure for data aggregation 
and virtual analysis. Data is stored on Greenplum Database nodes and is backed up to EMC® 
CLARiiON® CX™ storage.

esseNtiAls

Challenges

· Scalability and data latency

· Expedite analysis and delivery of data to 
customers

· Help customers access richer data 
sources, ask more sophisticated 
questions

Solutions

· Greenplum Data Computing Appliance

· EMC CLARiiON CX storage

Key benefits

· Reduced database storage footprint from 
50 to 20 terabytes

· Processing 1-2 billion records per month 
with near zero latency

· Reduced data loading and processing 
speeds from 16 to four hours

· Identified billions of dollars of cost 
savings and new business value for 
customers

CliCkFox 

Greenplum Data Computing Appliance reduces 
data latency, puts data to work faster, and drives 
competitive advantage



“For us, it’s all about performance,” says Marco Pacelli, CEO. “Greenplum’s DCA helps us 
stay ahead and innovate. Rather than simply supplying reports to customers upon request, 
we pull together customized data sets that answer questions customers haven’t even 
thought of yet.”

storAGe footPriNt reDuCeD BY 60 PerCeNt
The shared-nothing massively parallel processing (MPP) architecture of the Greenplum Data-
base enabled ClickFox to eliminate intermediate data structures that were required in its 
relational database environment. After migrating several customers to Greenplum, ClickFox 
noticed dramatic reductions in its database storage footprint.

“With Greenplum’s MPP architecture, we reduced the amount of data stored on our system 
from 50 to 20 terabytes—or roughly by two-thirds,” says Wheeler. “We now can scale a lot 
more easily.”

 ClickFox expects even more significant storage reductions when its entire customer base 
has been migrated to Greenplum.

DAtA ANAlYZeD At liGHteNiNG sPeeD
Greenplum’s streamlined architecture also has allowed ClickFox to significantly slash data 
processing loads.

“We’re now processing in four hours what used to take 14-16 hours a day,” says Wheeler. 
“Greenplum has been a game changer because now our customers can ask ‘what if’ ques-
tions using data generated that day or the night before instead of waiting for a couple of 
days.”

Faster access to customer interaction and transactional data has huge competitive advan-
tages for ClickFox customers such as:

· Reduced customer churn
· Improved targeting and response rates
· Lower cost per sale
· Increased customer lifetime value and profitability

“Especially now with social media, businesses need to manage a lot more data and at a 
higher volume than ever to understand what their customers are doing and why,” explains 
Pacelli. “Greenplum can pull that data out at lightning speed, find and analyze those nee-
dles in a haystack immediately, and in turn, help customers make real-time decisions. Our 
customers become much more dynamic and competitive when they can change on a daily 
basis based on the behavior patterns of consumers and products.”

For example, improving a service-related Web page or directly emailing customers with ser-
vice-related information may prevent a million calls at $5-10 a call streaming into a call 
center. 

“We have customers who saved billions of dollars or went from last in J.D. Power consumer 
ratings to first,” says Pacelli. “Our customers are using this technology to deliver better ser-
vice and products at a lower cost.”
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CoNtACt us
To learn more about how EMC products, 
services, and solutions can help solve your 
business and IT challenges, contact your 
local representative or authorized 
reseller—or visit us at www.EMC.com.

effiCieNCY imProVemeNts iN DAtABAse 
ADmiNistrAtioN
ClickFox has found Greenplum significantly easier and more efficient to manage due to its 
distributed architecture, automated failover, scalability, and aggregated backups—among 
other functionalities. For example, a single backup is executed in an hour compared with 
more than one and a half days to complete previously.

“We do things with Greenplum in so much less time,” explains Wheeler. “We can recover 
from data delivery problems in hours where it used to take days. Overall, we’ve gotten rid of 
a lot of general care and feeding and babysitting of the database system.”

Managing a staff of 40, Wheeler was able to reallocate 10 full-time equivalents (FTEs) 
engaged in database maintenance to database development.

“We gained 10 more people to focus on true product enhancements,” says Wheeler. “We 
spend less time reacting to changes in the data and spend more time manipulating data for 
the strategic advantage of our customers.”

mANAGiNG tHe BiG DAtA eXPlosioN WitH eAse
As ClickFox’s customers continue to amass exponentially more data, an open, easy-to-man-
age, and flexible architecture will become increasingly critical.

“With the Big Data explosion, Greenplum gives us and our customers the gigantic gains in 
scale we need to be agile,” observes Wheeler. “We have acquired incredible leverage for 
expanding the amount of data we’re trying to process at one time while taking on additional 
data sources for our customers.”

“We’re now processing in four hours what used to take 14-16 hours a day. 

Greenplum has been a game changer because now our customers can ask ‘what 

if’ questions using data generated that day or the night before instead of waiting 

for a couple of days.”

tom WHeeler 
seNior ViCe PresiDeNt of reseArCH AND DeVeloPmeNt


