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MEETING THE NEEDS OF OUR ANALYTICS 

CUSTOMERS

CAROLINE TEW SAS ADOPTION SERVICES PRACTICE MANAGER
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WHO ARE SAS …AND WHO ARE SAS EDUCATION

Customers across all markets

Began at North Carolina State University 

as a project to analyse agricultural research

SAS was founded in 1976 

33% market share in 

advanced analytics

Support the sale 

of software 

Teach our customers how to use 

the software (250+ courses)

Help retain customer licences

Support the adoption of SAS software 

by designing and delivering programmes 

that set the use of SAS within the 

context of the business need.
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ANALYTICAL 

SKILLS

FRAMEWORK

CASE STUDY

No time for 

innovation

Inefficient 

processes

Lack of structured 

technical training 

and skills 

development

Increasing 

demand from 

the business

Limited career 

path

Non-standard 

processes

B
u
s
in

e
s
s

A
n
a
ly

s
ts Lack of role 

focus
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Delivery of Role 

Based Education 

Programme

Flexible Framework

Customer Delivery 

and Mentoring

Talent Identification 

& Retention

Scalable, Portable & 

Repeatable

Mentoring 

Strategy
Learning 

Strategy

Launch 

Mentoring 

Community

Mentor Bootcamp

Role  Based Learning 

• Roles & 

Competency 

LNA

• Mapping

• PDP’s

Classroom Based Learning

Focussed Onsite Workshops

Web Based/Self Study

Role  Based Learning 

Expert Session Delivered by Mentors

SAS Professionals Closed Community

Lunch & Learn Sessions

Meet the Experts

Expert Session Delivered by Mentors

SAS 

Certifications

SAS 

Certifications

Individual Projects Individual Projects

Individual Learner Reports Individual Learner Reports

SAS ACADEMY STRUCTURE

Review Review

Role  Based Learning 

Academy 

Framework

Mentor 

Programme

Customised 

Role-based 

Education

Accreditation 

Programme

Awareness 

Communication
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WHY THE BENEFITS

• Creation of ‘Specialists’

• Adoption of new tools

• Process improvement, standardisation and transparency

• Improved quality of deliverables

• Standardisation of code

• Projects are easier to understand – faster, more efficient, 

consistent

• Enhanced control and auditability

• Greater analyst retention

• Time savings in performing analytics

• Modernisation
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WHY WAS THIS 

PROJECT 

DIFFERENT

IT DIDN’T START OUT THAT WAY

• Adoption Services – provide 

offerings not in the catalogue

• We had small to medium sized 

projects

• Leaning Needs Assessments

• Tool migration support

• Workshops

• Developing on-line learning

• Supporting change management



C op yr i g h t  ©  2014 ,  SAS Ins t i t u te  Inc .  A l l  r i g h ts  r eser v ed .

WHY WAS THIS 

PROJECT 

DIFFERENT

INITIAL CONTACT WAS TRADITIONAL

• List of courses
• Why are you coming to us 

now?

• Staff retention and attraction

• Wish to improve deliverables to 

the business

• Wish to increase engagement

• On-boarding process too long

• …

Level Title Subject Details Duration/time period

Foundation Data Systems and Structure Introduction to the various data sources and systems:

HSBC - SAS Server & DWH

first direct - SAS Server, DWH, Infobank (to be demised)

M&S Money - Minerva

HFC - Partnership Cards

Workshop based training Month 1

Foundation SAS Foundation I Guided learning Partner with a Senior Analyst who introduces the trainee to:

SAS Software and GUI

Walks through set up and a standard basic syllabus

Walks through connection to data systems

Sets trainee off on self directed learning

Weeks 1 - 2

Foundation SAS Foundation II Self directed learning Trainee uses basic guide and exercises to get started on SAS Month 1

Foundation SAS Foundation III Workshop Having completed the Guided and Self direct learning, the trainee attends a 

workshop on SAS Basics. This includes:

Revision of Foundation I & II

Standard syllabus of programming topics

Month 2 

Foundation SAS Coaching Coaching from an experienced SAS programmer (designate SAS 

Coaches - trained/certified externally on SAS, and internally on 

Coaching Skills)

An experienced SAS programmer is available to:

Discuss solutions

Review code

Month 2 - 4

Foundation Analytics Foundation Classroom based training course

Deployment 

Foundation

SMg3 Foundation I Guided learning Partner with a Senior Analyst who introduces the trainee to:

SMg3 Software and GUI

Walks through set up and standard basic syllabus

Walks through connection to data systems

Sets trainee off on self directed learning

Weeks 1 - 2

Deployment 

Foundation

SMg3 Foundation II Self directed learning Trainee uses basic guide and exercises to get started on SMg3 Month 1

Deployment 

Foundation

SMg3 Foundation III Workshop Having completed the Guided and Self direct learning, the trainee attends a 

workshop on SMg3 Basics. This includes:

Revision of Foundation I & II

Standard syllabus of programming topics

Month 2 

Growth stage Introduction to Teradata Classroom based training course

Growth stage Introduction to SQL Classroom based training course

Growth stage Introduction to Macros Classroom based training course
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WHAT WE DID NEXT WHAT DID THEY REALLY WANT?

• We took an approach to identify what they really wanted and needed

• How we could support them

• Removed any pre-conceptions about what we could build and deliver

• Collaboration
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FRAMEWORK WE UNDERTOOK TO …

• Create a three year programme

• Provide individual learning pathways

• Document and measure skills and 

competencies

• Link skills and competencies to PDP’s 

and progression

• Address retention and attraction

• Facilitate cross team and department 

collaboration and movement

• Include non-SAS requirements 

• Enable and satisfy KPI’s of each team 

departments

• Ensure professional qualifications –

SAS accreditations

• Identify talent via internal projects 

• Provide access to industry experts and 

leading practice

• Deliver a return on investment
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CHANGES IN 

APPROACH
1. MULTI DISCIPLINED TEAM

• SAS Education

• SAS Presales

• SAS Sales

• SAS Business Value



C op yr i g h t  ©  2014 ,  SAS Ins t i t u te  Inc .  A l l  r i g h ts  r eser v ed .

CHANGES IN 

APPROACH
2. CHANGE THE WAY DELIVERED AND SUPPORTED

• Flipped classroom

• Bootcamp

• Coaching and Mentoring

• Enabled self sufficiency
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CHANGES IN 

APPROACH
3. DEMONSTRATED A RETURN ON INVESTMENT

• Assessed and documented the 

business value

• Understood the requirements of 

the individuals

• Understood the requirements of 

the business

• Understood the SAS tools they 

had 

• Understood what they want to 

achieve with their SAS tools
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CHANGES IN OUR 

APPROACH
FOCUS

• Competency

• Flexibility

• Business needs

• Removing silos of working

• Building collaboration

• Standardising business processes

• Automating processes

• Learning and development

• Creating a scalable solution

• Accreditation

• Building repeatability

• Removing single points of failure

• Increase utilisation and knowledge of 

the SAS tool set

• Innovation

• Succession planning

• Capacity planning

• Attracting and retaining staff

• More effective on-boarding

• Structured career progression

• Making it work
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CHANGES IN OUR 

APPROACH
4. BUILT AND TRAINED A TEAM OF MENTORS TO …

• Develop customised materials that support the 

delivery of internal workshops and mentoring activities

• Responsible for sharing knowledge, skills and 

information within the context of business processes 

and best practice

• Set up credible testing mechanisms that will indicate 

student learning progression and competence

• Design and deliver communication events and 

activities

• Support the on-going delivery of the framework
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CREATING THE 

ACADEMY
ROLES AND COMPETENCY HEATMAP
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ANALYTICAL 

SKILLS FRAMEWORK
STRUCTURED CAREER PROGRESSION

NEW RECRUIT

PROMOTION

PROMOTION

PROMOTION

PROMOTION

Level 1
Technical skills

Level 2
Technical skills

Problem solving

Business

project-based 

assessment

Level 3
Technical skills

Supervisory role

Human relations 

skills

Problem solving

Level 4
Technical skills

Supervisory role

Human relations 
skills

Solution provider

Accountability

SAS Certification

Level 5
Technical skills

Managerial role

Human relations 

skills

Solution provider

Freedom to act
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CHANGES IN OUR 

APPROACH
NEW OFFERINGS
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ANALYTICAL 

SKILLS FRAMEWORK
PROCESS FOLLOWED

What are the biggest 
challenges in existing 

processes?

Focus analysts roles 
to create specialists 

& career paths 

Identify required skills 
& Target Operating 

Model

Maps skills 
/technology to team 

deliverables

Form a working team 
of Internal Mentors & 

SAS

Create program of 
learning to address 

gaps
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CHANGES IN OUR 

APPROACH
TARGET OPERATING MODEL

Financial Modelling

= Pick up models/scorecards to 

analyse cut off ranges to be 

passed to deployment 

Portfolio Management

= Pick up models/scorecards from 

central locations and 

analyse/define new strategies 

and store centrally and securely

Modelling

=
Develop Scorecard, create 

Model Package, store 

centrally and securely and 

document

Decision CoE

=

Work with AIM, Modelling, PM 

and FM teams to define 

deployment parameters

Deploy scorecards, strategies 

and cut offs from central and 

secure areas

AIM

= 95% of data already prepared 

for Scorecard development, 

Cut off analysis and Strategy
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Role Modelling
Decision Centre 

of Expertise

AIM (previously 

BI team)

Portfolio 

Management

Financial

Modelling
SME

Analyst

 Small Analytics 

projects

 Monitoring 

models

 Scorecard 

build

 Document

 Deploy models

& strategies  

developed by 

modelling, PM 

and FM teams

 Develop data 

transformation

s based on 

analyst 

requirement

 Run defect 

reports based 

on CRA 

request

 Monitor 

existing rules

 Define new 

strategies and 

customer 

segments

 Document

 Adhoc

questions 

 Run existing

models 

through 

different 

scenarios

 Access 

scorecard 

output and run 

cut off analysis

 Document

Cover PM, FM 

and Modelling for 

SME

Senior Analyst

 Define data 

requirements

for models

 Review 

projects

 Scorecard 

build

 Work with 

DCoE to 

deploy models

 Develop new 

decision 

systems

 Manage

deployment 

requirements

 Design and 

optimise data 

structures

 Manage job

scheduling

 Centrally 

manage 

access to data 

and SAS 

objects

 Define data 

requirements 

for strategies

 Review

strategies

 Work with 

DCoE to 

deploy 

strategies

 Define models 

to be run by 

analysts

 Define data 

requirements 

for models

 Work with 

DCoE to 

deploy cut offs

Cover PM, FM 

and Modelling for 

SME

Team Leader

 Manage,

review and 

sign off models

 Define 

processes 

across team

 Manage, 

review and 

sign off 

deployments

 Define 

processes 

across team

 Manage, 

review and 

sign off jobs

 Define 

processes 

across team

 Manage, 

review and 

sign off 

strategies

 Define 

processes 

across team

 Manage, 

review and 

sign off models 

and cut off 

decisions

 Define 

processes 

across team

 Manage, 

review and 

sign off

 Define 

processes 

across team
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HOW WE CHANGED 

OUR APPROACH
THE RESULT

• By the end of 2014 all the team 

had received key training and 

development identified in their 

learning plans

• The framework delivered on all its 

promises

• We are entering our fourth year of 

engagement

• We have trained the third group of 

mentors
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WHAT IT DID FOR 

US?
HELPED SAS EDUCATION RETAIN AND ATTRACT TALENT

"Working on this project has required me to stretch 
many of my skills, in particular my creative skills 
beyond where, in the past, I would have thought they 
could be stretched. 
It has given me experience in many areas that I would 
not have been exposed to in a normal training role, 
such as project management, advanced facilitation, 
team building and the soft skills associated with this. 
I have also learnt much about the banking industry and 
this has proved invaluable in giving me confidence in 
dealing with other customers."
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Academy

Programme  
Management

Communication
Environment 
Management

Mentoring 
Programme

Competency 
Framework

Curriculum Accreditation

WHAT IT DID FOR 

US
TEMPLATED SCALABLE REPEATABLE APPROACH
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