MICROSOFT SQL SERVER 2000
CUSTOMER SOLUTION

Pennzoil-Quaker State Selects SQL Server 2000
Analysis Services for Comprehensive Business
Intelligence Solution
Published: January 2002

Pennzoil-Quaker State Company (PQS), a worldwide leader in automotive
consumer products, needed a flexible and responsive business
intelligence system to evaluate marketing effectiveness and other key
sales and marketing metrics. Using Microsoft SQL Server 2000 with
Analysis Services, Microsoft Certified Partner Symmetry Corporation
implemented a solution for PQS that brought together internal data with
data from five different market research providers. The robust
multidimensional analysis capabilities of SQL Server 2000 Analysis
Services were used to provide users with a wide range of views into the
data, enabling users to easily access information in the form most
appropriate to their business needs.

Company Overview
Pennzoil-Quaker State Company (PQS) was formed in late 1998 through the spin-off of Pennzoil
Company's marketing, refining, and fast oil-change businesses and the simultaneous merger of
those businesses with Quaker State Corporation. The merger resulted in one of the leading
automotive consumer product companies in the world. PQS’s consumer brands include top two
motor oil brands Pennzoil® and Quaker State®, major maintenance and appearance chemicals,
and top automotive accessories. In addition, the company owns Jiffy Lube International, Inc., the
number-one fast oil-change operation, and holds a significant position with other channels of the
installed motor oil market.

Business Challenge
With historical roots in oil and gas exploration and production along with motor oil refining and
marketing, the newly formed PQS needed to widen its marketing focus from oil, gas, and motor
oil to consumer-packaged goods. To maintain and grow its market position, the company needed
to understand how effective its marketing efforts were. This required a database that could bring
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together disparate data with different dimensionality and different granularity. Data on internal
shipments, for example, is tracked by individual stock-keeping unit (SKU), whereas marketing
data is tracked by product category.
The ability to perform market-share analysis using both external and internal data is a vital
component of PQS’s outwardly focused marketing strategy. PQS markets its products to
consumers via advertising and promotions, but sells primarily to distributors and retailers who in
turn resell the products to consumers. To address this issue, the company’s new solution would
require sophisticated modeling capabilities that could support the analysis of both internal and
external data provided by market research companies. Data from five different market research
companies had to be combined with PQS’s own internal data in a way that provided managers
and analysts with useful information.
To further complicate matters, data suppliers had different definitions for geography, product, and
demographics. “Making the data meaningful was no small task, especially given that we were
analyzing our shipment data from SAP, point-of-sale data from Information Resources Inc.,
consumer panel data from NPD, media advertising information from Nielsen, print ad information
from Media Markets Report, point-of-sale data from key retail accounts, and Spectra
demographic data,” says Ken Forren, Senior Business Analyst and Marketing Effectiveness
Tracking System (METS) Project Leader for PQS.

Solution
To meet these challenges, PQS selected Microsoft SQL Server 2000 and partnered with
Microsoft Certified Partner Symmetry Corporation to build its new solution. “SQL Server 2000 was
a natural choice for our new business intelligence system,” says Forren. “We were already using
SQL Server in almost every other area of our business. We like it because it offers high
performance and availability with a low total cost of ownership. The addition of analytical
capabilities to the product with SQL Server 2000 Analysis Services was icing on the cake for us.”
Incorporating external syndicated data into the system was an important first step to providing
new metrics that would help change the company’s internal focus to an external, consumer-driven
focus. PQS uses Data Transformation Services (DTS) to bring the source files from external data
providers into SQL Server 2000. “DTS automates this process, making it easy to import and
transform data from multiple, heterogeneous sources,” says Forren. “Using the DTS graphical
interface, we created custom transformation objects that simplified the integration of our thirdparty data sources. DTS also made it easy to schedule data loads—a significant task considering
we import data from five different external sources on a weekly or monthly basis.”
With so many sources of information, seamless and efficient integration of data was key. Using
the Microsoft Visual Basic® development system, Symmetry and PQS spread the data across
several partitions to ensure efficient processing. The Decision Support Objects (DSO) model in
Visual Basic was used to control both the initial and incremental processing of cubes. Symmetry
partitioned each cube into two partitions: one for history and one for current data. As new data
comes in, only the incremental data has to be processed, not the entire cube.
Within Visual Basic, the ability to execute queries and return data sets helped Symmetry
determine which cubes needed to be processed. “With other major multidimensional databases,
we don’t have the procedural control we need to combine relational and multidimensional
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operations,“ says Ed Gliwa, regional manager of Symmetry. “The additional control provided by
Visual Basic enabled us to create a much more efficient, high-performance database.”
Tricky data integration requirements were only the first hurdle PQS faced in designing and
building the Marketing Effectiveness Tracking System. In addition, the complexity of PQS’s
analysis needs demanded a multidimensional database that could handle a large number of
dimensions and cubes with quick response times. One of the cubes Symmetry built had 28
dimensions; SQL Server delivered subsecond query response times.
“Analysis Services’ intelligent aggregation capabilities minimized the database ‘bloat’ that so often
occurs with other multidimensional database technologies,” says Forren. “The result is that we
are able to handle more data than ever before with improved performance and faster initial and
incremental load times. The Analysis Services aggregation engine in SQL Server 2000 is
lightning-quick. Our old system took all day to process. Now we can process the entire database
in two to three hours even though the new system has more data.”
Using the robust MDX language that is part of Analysis Services, PQS created custom measures
so that its analysts could get a better understanding of the effect of different marketing campaigns
in different geographic regions versus the competition. The system has been key to
understanding and increasing the organization’s marketing effectiveness.

Selecting the Right Front-End Tools
The Marketing Effectiveness Tracking System has two levels of users: analysts and end users.
End users need easy-to-use reporting capabilities through a browser-based user interface that
enables them to be self-sufficient, and analysts need fast, easy, and accurate forecasting for
measures such as volume and market share. Previously, PQS analysts had to learn different
tools in order to analyze each different data source.
PQS evaluated several tools and chose ProClarity as its primary front-end tool. “We have
hardcore analysts that need advanced visualization capabilities to help model complex marketing
problems,“ says Forren. “ProClarity provides an open object model with components for
customizing and extending ProClarity’s capabilities.”
With all the data sources in one Microsoft SQL Server database and with access through a single
front-end tool, PQS analysts can spend time on analysis instead of learning the idiosyncrasies of
each data vendor’s tool. The result is that the analysts are learning new information about the
company’s competitive position in the marketplace and how to maintain and even grow its market
share.

Moving Forward with SQL Server 2000 Analysis Services
Moving forward, PQS is looking at using the data mining and action capabilities in Microsoft SQL
Server 2000 Analysis Services. “With so much data from so many different sources, the data
mining feature will provide a valuable tool to help our analysts perform even more focused
analyses,” says Forren. “We’re also especially looking forward to using the action feature, which
allows users to initiate an action that retrieves information about a selected item. Imagine how
useful it will be for analysts to be able to view a competitor’s ad along with the market response
numbers to that ad.”
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The future for the Marketing Effectiveness Tracking System also includes adding point-of-sale
data from other key retail accounts as well as data from other business units. “Right now, we’re
analyzing data for the motor oil, appearance, lubricants, and chemicals business units,” says
Forren. “We will be adding data from other categories such as automotive accessories. Because
SQL Server 2000 Analysis Services scale so efficiently and easily, we anticipate that, even
though we will be adding more data to the system, overall system response time will be the same.
We also have plans for an Internet rollout to our report-driven users so the information they need
will be at their fingertips. ProClarity’s ActiveX ® and COM [Component Object Model] architecture
gives us a great deal of deployment flexibility, scalability, and extensibility.”

Selecting the Right Partner
“We selected Symmetry Corporation because of their proven ability to deliver robust analytical
systems,” says Steve Koch, Senior Vice President, Marketing Services and Customer
Development, for PQS. “In the past four years, they have worked on two other OLAP [online
analytical processing] systems for us with excellent results. When we needed to evaluate OLAP
products, Symmetry’s in-depth understanding of OLAP technology was invaluable in helping us to
choose both front-end and back-end OLAP products. Another key strength of Symmetry’s
consultants is their knowledge of business proce sses and how to build analytical systems that
provide not just technical but business value for our managers, analysts, and retail account
teams.”
Symmetry has provided OLAP consulting services to Fortune 1000 corporations since its
inception in 1986. By maintaining its core focus, the company has developed a highly
experienced cadre of OLAP consultants who under stand both multidimensional and relational
database technology. Symmetry’s consultants know how to design business intelligence systems
that interface seamlessly with operational systems, data warehouses, and external data sources.

The .NET Enterprise Servers are Microsoft's comprehensive family of server applications for
building, deploying, and managing next-generat ion, integrated Web experiences that move
beyond today's world of stand-alone Web sites. Designed with mission-critical performance in
mind, the .NET Enterprise Servers will provide fast time-to-market as well as scalability,
reliability, and manageability for the global, Web-enabled enterprise. They have been built
from the ground up for interoperability, using open Web standards such as the Extensible
Markup Language (XML). The .NET Enterprise Servers are a key part of Microsoft's broader
.NET strategy, which will enable a distributed computing model for the Internet based on
Internet protocols and standards in order to revolutionize the way computers talk to one
another on our behalf.
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