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PORTFOLIO WORK SAMPLE
Master Data Management
Approach and operating model for a single, trusted customer view
How I approach mastering the customer: the sources and system of record, the standardise, match, merge and survivorship rules, the stewardship workflow, and how it is governed. This is the approach engineers build to, not the code.
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1. Purpose
This document sets out how the bank builds and runs a single, trusted view of the customer, the master data entity that the most processes depend on. It is the approach and operating model: the principles, sources, rules and routines. It is not the technical build; engineers implement against it.
2. Scope
The master entity in scope is the customer (also called client). The same approach extends to counterparty and other masters. Reference data (country, currency, LEI, product taxonomy) is governed separately in the reference data register and feeds the standardisation step here.
3. Sources and system of record
Each attribute has one authoritative source. The golden record assembles the best value from across sources, but the system of record is where a value is owned and corrected.
	Source system
	Role
	Authoritative for

	CRM
	Front-office relationship system
	Name, contact details, relationship

	Onboarding / KYC
	Client onboarding and due diligence
	Legal identity, KYC status, documents

	ERP / Finance
	Accounts and financials
	Account links, financial attributes

	Reference data store
	Code lists and standards
	Country, currency, LEI, product codes


4. Mastering approach
The golden record is built in four steps. The emphasis is on getting standardisation and matching right, because the algorithm matters less than clean, consistent inputs.
4.1 Standardise
Clean and normalise the candidate records: consistent casing and formats, validated against the reference data (country, currency), and parsed names and addresses.
4.2 Match
Group records that represent the same customer. Deterministic matching on strong identifiers (LEI, national id, verified email); probabilistic matching on weaker combinations (name, date of birth, address) with a confidence score.
4.3 Merge and survivorship
Within a matched cluster, choose the surviving value for each attribute. The rule is most-trusted source first, tie-broken by most recent verified update.
	Attribute
	Survivorship rule

	Legal name
	Most trusted source (Onboarding / KYC), then most recent

	Contact email
	Most recently verified, non-null value

	Country / domicile
	Onboarding / KYC, validated against reference data

	Risk rating
	Risk engine only (single authoritative source)


4.4 Publish the single view
The surviving values form the golden record, published as the single customer view with a stable golden key and a record of which sources contributed.
5. Stewardship and exceptions
Automation handles the confident cases; people handle the rest. Clusters below the auto-merge confidence threshold, or with conflicting strong identifiers, are routed to a data steward review queue rather than merged automatically. Stewards confirm, split or merge, and their decisions feed back to improve matching.
1. High confidence: auto-merge into the golden record.
1. Medium confidence or conflict: steward review before merge.
1. Low confidence: kept separate, monitored.
6. Governance and KPIs
The Customer data owner owns the master; stewards run it day to day. Health is tracked with a small set of KPIs, reported alongside the wider data quality scorecard.
	KPI
	What it shows
	Example target

	Duplicate rate
	Share of records that are unresolved duplicates
	Below 1%

	Match rate
	Share of source records resolved to a golden record
	Above 98%

	Single-view coverage
	Share of customers with a complete golden record
	Above 95%

	Steward queue ageing
	Open review items past their SLA
	Zero past SLA


7. How this connects
This approach sits inside the wider toolkit: it consumes the reference data register for standardisation, exposes its attributes through the business glossary and data catalog, and is monitored by the data quality rules and dashboard.
8. Ownership and review
The Data Governance Council and the Customer data owner own this approach. It is reviewed at least annually, or when a major source system or regulation changes.
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