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DATA DISTRUST E-GUIDE

Data Distrust:  
The Impact It Has On 
Businesses and How 
To Eliminate it
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Introduction

While data is often coined as a 
business’s most valuable asset,  
there is another asset that is  
often overlooked. 

Essential to every enterprise and the lifeblood of every 
company, people are the asset that every business truly 
depends on. And while data does have the potential to 
be a business’s most valuable commodity, poor quality 
data all too often undermines the efforts of a  
strong workforce.

Poor quality data can affect many different areas of your 
business. Efficiency can be stifled by staff searching 
for the data when it isn’t stored in a structured system, 
ultimately draining time and affecting productivity. 
It can affect the accuracy and speed of reporting, 
impacting decision making further down the line. It can 
make integrating any new business system or software 
a challenging, time consuming and daunting project. 
Crucially, it can also have a critical impact on your 
external communications, your brand perception and 
your customer relationships.

Many organisations know their data quality isn’t up to 
scratch, but bury their head in the sand, believing their 
data is ‘too far gone’ or the task is too onerous. Often, 
they know their own processes are not efficient when it 
comes to the collection and management of data but 
fail to either identify or fix such problems. 

If business leaders don’t 
trust their own data, why 
should they expect their 
customers to? 

Why do we have 
Bad Quality Data?
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A Global Data Management report by Experian found 
that, on average, organisations believe a third of their 
data (32%) is inaccurate in some way. In fact, 55% of 
business leaders lack trust in data assets and 51% say 
improving data quality is a ‘significant priority’. And if 
business leaders don’t trust their own data, why should 
they expect their customers to?

https://www.experian.co.uk/blogs/latest-thinking/data-quality/our-2021-global-data-management-research-highlights/
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The impact of bad quality data 
on customers and organisations

People are increasingly nervous about 
giving away their personal data and 
want reassurance that it’s going to be 
looked after and used appropriately. 

When providing you with their data, customers expect 
to receive highly targeted, personalised, and relevant 
communications in return. Poor quality data can 
translate into a frustrating customer experience.

For example, if you have lots of duplication in your 
database, you risk overcommunicating with your 
contacts, sending them multiple versions of the same 
communication which can be extremely frustrating for 
the recipient. Not only this, but if you have multiple 
versions of the same contact from data collected from 
different channels, at different times, and at different 
stages of the customer journey, you risk sending them 
conflicting or completely irrelevant communications. 

For instance, you could risk sending acquisition offers 
to an existing customer that’s already signed up to your 
product or service on a subscription basis. Not only 
would this be irrelevant to them (and even worse if it’s a 
better offer than the one they’re currently getting!) but 
it also appears as though you don’t recognise or value 
them as a loyal existing customer. This can be incredibly 
frustrating and cause them to unsubscribe. 

In a survey by Marketing Sherpa, respondents were 
asked why they unsubscribe from email lists. The top 
reason was getting too many emails (26%) followed by 
the emails not being relevant (21%).

Poor communications based on bad quality data can 
devalue your communications and your company’s 
credibility, causing customers to lose trust and opt 
out of future communications – and sometimes – your 
products and services too. 

But, it’s not just poor quality customer data that can 
have a significant impact on businesses. Poor data 
quality in any area of the business can lead to unwanted 
ramifications.  Take Finance, for example. A finance 
department might want to reconcile income from third 
party systems, their ERP and their accounting platform, 
with bank deposits. Poor quality data can mean this 
has to be done manually, turning it into a timely and 
error prone effort. If transactions are not represented 
accurately, accounts may not fully reconciled.

Poor communications based on 
bad quality data can devalue 
your communications and your 
company’s credibility, causing 
customers to lose trust and opt 
out of future communications – 
and sometimes – your products 
and services too. In a survey by Marketing Sherpa, 

respondents were asked why 
they unsubscribe from email lists. 
The top reason was getting too 
many emails (26%) followed by the 
emails not being relevant (21%).
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https://www.marketingsherpa.com/article/chart/why-consumers-unsubscribe
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Why do we have bad quality data? 

We usually find that bad quality 
data is accumulated over time 
because there is no dedicated 
team or process designed to 
address it within organisations. In 
fact, research by O’Reilly found that 
70% of organisations don’t have a  
dedicated data quality team.

We find there are a number of roadblocks to 
implementing an effective data quality programme. 
Some organisations don’t understand what a data 
quality programme is, or why they need one. Others 
are aware that they need to address their data 
quality but feel they don’t have the time, leadership, 
resource, or investment to dedicate to it.

Ultimately, the data owner within the business should 
be responsible for ensuring their data is of a trustworthy 
quality, but this alone is not enough. They need to be 
able to depend on other teams within the business to 
recognise and record data quality issues so they can 
work together to resolve them. This is why data quality 
programmes are so important. Individuals shouldn’t be 
making unilateral decisions about how data is processed 
– these decisions need to be arrived at by consensus 
and carried forward. 

70% of organisations don’t have 
a dedicated data quality team.

Data Distrust E-Guide

https://www.oreilly.com/radar/the-state-of-data-quality-in-2020/


Data Distrust E-Guide5

What is a data quality programme 
and how can it help?

A data quality programme can be 
used to implement an organisation-
wide framework to manage and 
improve data quality. 

It provides a workflow to allow an issue or rule to be 
recognised, scoped, designed, and implemented. Using 
this process, you’ll build up a set of data quality rules 
(DQRs) that are unique to your organisation and that can 
be applied wherever they’re needed.

To start building these rules, you should first form a 
working group – a DQR board – to collaborate on 
improving the state of data within the business. 

There are dedicated tools to help you manage and 
automate the process, but it’s not simply a matter of 
buying software. An effective data quality programme 
requires time and effort from the DQR board and 
individuals in the wider organisation to help drive it. 

To read more about data quality rules, take a look at 
Johny Morris’ PDMv2 Data Migration Methodology, 
which is currently the industry standard for data 
migration.

You can also consider partnering with a dedicated 
data quality specialist to help you set up an effective 
programme and ensure the smooth implementation 
of any tools you employ. This can help to prove the 
business case and ROI to the board quickly, as they’ll 
be skilled in identifying the quick wins that will get you 
closer to achieving your data quality goals. 

5
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https://www.qbase.net/data-services/data-management-integration/data-quality/?utm_campaign=Talend&utm_medium=eguide&utm_content=data-distrust
https://www.dataqualitypro.com/blog/misconceptions-of-data-quality-on-data-migration-projects-featuring-john-morris
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Six Steps to Eliminate Data Distrust 

1. Landscape Analysis
A landscape analysis is a logical place to start on your 
journey to high quality data. It will help you to uncover all 
the current data quality issues and give you a complete 
view of your data landscape. This includes discrepancies, 
duplications, incomplete data, and potential issues with 
data flow. The outcome of a data landscape is an in-
depth report that covers everything from macro data 
relationships down to detailed data profiling.

2. Limit Your Data Requests
Think about the information you’re requesting in data 
entry forms in the first place – is it completely necessary? 
Long contact forms can often put people off. Generally, 
all you’ll really need is a name and email address. And 
the less you ask for, the more likely you are to get it. In 
fact, eliminating unnecessary fields can significantly 
increase the conversion rate of your contact form  
by almost 50%.

3. Minimise Duplication  
in Your Database
Repeated data is a common find in business databases. 
This is often because modern data systems and 
CRM systems don’t merge data very well. Correcting 
duplications can make a huge difference to your data 
quality. A platform like Talend can be helpful in quickly 
identifying duplication errors.

4. Ensure Your Data is  
Consistently Formatted
Make sure aspects such as the casing and the format of 
telephone numbers is consistent. Establish whether it has 
to be presented to be human readable or in such a way 
that your diallers can use the number – if you put a bunch 
of characters into it will it cause problems for the tele 
diallers? These are really simple business rules that take 
almost no effort to implement but they get overlooked 
because quite often the problem seems over facing. 

5. Establish a Process  
& Responsibilities in  
Your Organisation
Define your DQR board, along with who should 
be actioning what, when and how. Assign clear 
responsibilities and set targets and review your progress 
regularly to ensure you’re making progress.

6. Monitor Your Processes
Establish a process that allows you to track regularly 
occurring data quality issues and automate the reporting 
of them as they can become a lag measure. Processes/
codes can be written for your tool to deal with and 
automatically fix any data quality issues. And then 
monitor the executions of that process to create a lead 
measure. As long as you have a bank of those measures 
– the ins and the out – you’ll see great improvements 
to your data quality. But this really relies on you having 
people that understand the importance of the data 
quality for business and how to action this.

Many organisations know their data quality isn’t up to 
scratch, but bury their head in the sand, believing their 
data is ‘too far gone’ or the task is too onerous. Often, 
they know their own processes are not efficient when 
it comes to the collection and management of data but 
fail to either identify or fix such problems. 

https://www.qbase.net/landscape-analysis-data-assets-data-processes/?utm_campaign=Talend&utm_medium=eguide&utm_content=data-distrust
https://www.quicksprout.com/contact-form-conversion-rate/?display=wide
https://www.qbase.net/data-services/technologies/talend/?utm_campaign=Talend&utm_medium=eguide&utm_content=data-distrust
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Talend: how can it help?

Talend is a leading open-source data 
integration platform that allows you to 
connect, govern, transform and share 
data across systems in cloud or on-
premises.

It’s an ideal tool for supporting data quality, as it 
helps to ensure your data is ‘good data’, as well as 
quickly identifying duplicated data, standardising and 
validating information and ensuring your customer 
data is compliant. Talend’s data inventory allows you 
to catalogue your data sources and characterise them 
in terms of accuracy. This makes it easy to measure the 
totality of your data quality efforts.

To find out more about Talend or how Qbase can 
help to implement a data quality programme in your 
organisation, get in touch. We have years of experience 
helping businesses of all different shapes and sizes 
improve their data quality and regain their customers’ 
trust. 
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About Qbase 

In a data driven world, Qbase helps 
organisations to realise the full value 
of their data assets.
Our services include data management and migration, 
data quality and governance, business analysis and 
insights, and marketing automation. 

We help companies to prepare and build their data 
infrastructure so that it can be used to provide 
insights and analytics to optimise automated customer 
journeys and orchestration. We operate from our HQ in 
Warrington, Cheshire, where we serve customers such 
as Avast, Arriva, HSBC, TrustFord, Great Ormond Street 
Hospital Charity, and Everton Football Club.

Email: info@qbase.net

Phone: 01925 644 800

Website: www.qbase.net 

Curious about Talend? 
We’d love to talk.

Get in touch
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Email: info@qbase.net

Phone: 01925 644 800

Website: www.qbase.net 

Got a question or ready to 
learn more? We’d love to talk.


