
Information + Thinking = 
Actionable Intelligence 

How the Department of 
Veterans’ Affairs found gold in 

its mountain of data 



Key message

Information <> Intelligence 

Information + Thinking = 

Actionable Intelligence



Benefits

• The business user gets intelligence from 
the moment they open the report

• Specifically, some benefits are:

– Eliminate ad hoc analyses

– Analysing service provider patterns

– Recovering incorrectly paid services

– Preventable hospital admissions 
– this could be you…
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BI Reports
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Do we have 
analytical 

capability within 
the Department to 
make use of this 

data?

What is the RoI on 
our investment?



The Business Analyst Dilemma #1

BA: What are your top reporting requirements?
Bus: What data do you have?
BA: x, y and z
Bus: We’ll have everything
BA: What analysis do you want of the data?
Bus: What can you do?
BA: a, b, and c
Bus: Well you seem to know what data there is and what 
analysis can be done, you work it out
In the meantime, give us all the data so we can put it into 
Excel or Access and analyse it
BA: (brightening up): What kind of analysis?
Bus: We don’t know yet
BA: Sigh



The Business Analyst Dilemma #2
BA: What are your top reporting requirements?
Bus: Well, we want all products by provider and customer
(or in DVA health speak: all services by service provider and client)
BA: That’s 200 million lines of data, what will you do with it?
Bus: Um, we will look at it state by state
BA: What are you looking for?
Bus: Highest cost clients, highest cost service providers
BA: Not all clients and service providers are the same.  How would 
you like to group them?
Bus: Hmm, by a, b and c
BA: When you see a high cost “Group a” client, what will you want to 
know about that client? 
When you see a high cost “Group b” provider, what do you want to 
know about that provider?
Bus: Everything about their services
BA: …and what are you looking for in their services?
Bus: Don’t know till I see it.





Information +

thinking/analysis

= Intelligence



More detailed 
analysis

Summary analysis

Detailed 
analysis



Toyota’s Five Whys
ANALYSIS

You are looking at 10000 rows of service provider data – WHY?

To work out average cost per client – WHY?

To compare it with other service providers – WHY?

To see if it is exceptionally higher or lower – WHY?

To see if there is anything unusual about the client group 
which would explain differences – WHY?

ACTION

So I can talk now to the service provider about the 
service delivery pattern based on real intelligence.



Whodunit  Actionable intelligence

http://www.valmcdermid.com/pages/books/torment.html
http://www.michaelrobotham.com/books/the-suspect.php


http://en.wikipedia.org/wiki/File:Normal_Distribution_PDF.svg
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Aggregate of differences 
between 

(SP % item to all items)
and 

(National % item to all)
Aggregate of Difference 

X number of items 
provided 





The provider

The national 
picture

$182,000









Back to the service provider for two years of service





$250,000
refunded



Improved 
community care

Vs

Unnecessary 
admissions



Chronic obstructive pulmonary disease

Congestive heart failure

Coronary arterial disease

Pneumonia 

Diabetes



Veterans represent less than 
1.2% of the general 

community

Costs may be up around 
$500m per year for both 

public and private hospitals

30% of admission costs for 
private hospitals in 2009

As the general community 
ages…



Take away messages

• Information + thinking = actionable 
intelligence

• Ask the five whys, more if necessary

• Don’t stop asking WHY till the user 
can leave the BI application, with 
actionable intelligence, and act on 
results



Questions and answers



www.spss.com/goldcoast

WIN an Apple
®

iPad
Please remember to complete your session evaluation online 

at the Communication Station or point your Smart Phone 

browser to:

For a chance to win an Apple® iPad


