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The Fnac.com site converts customer 
information into nuggets of knowledge  

 

Like the Fnac that has always placed the customer a t the centre of its 

strategy, Fnac.com, one of the most popular website s on the Internet, has 

developed fine knowledge of its cus tomers with the help of the Coheris SPAD 

data mining tool.  The objective is three- fold: To qualify the profile of cyber 

surfers, to optimize marketing actions and to incre ase commercial 

opportunities. 

Established in 1999, Fnac.com is the biggest illustration of the "click and shop" concept in 

France, by collecting more than 750,000 visitors daily to its website and by offering more than 

a million references. "Fnac.com is the only site to offer a complete range of products - 

ticketing, travel, cultural products, technical products and downloads" declares Hervé Hayat, 

Manager - Marketing Studies at Fnac.com. Its customers enjoy a performing service, with 

100,000 products shipped within 24 hours and delivery across its network of 82 Fnac stores. 

Fnac.com: 

·  The first retail store 

·  An average of 750,000 visitors / 

day  

·  High growth with 23% increase in 

turnover in 2008 

·  A million references 

In figures…  

Context   

To set up the maximum of methods 
in order to reinforce the relevance of 
statistical analyses 

Solution  

Coheris SPAD Data Mining  
 

Benefits  

• Relevance of analyses thanks to the 

multiple statistical functions offered 

• Time savings due to typologies 

easier to realize 

• Reliability of statistical methods 

• Data adapted directly for result 

analysis 

• Expression of results in the form of 

rules easy to interpret 
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Challenge  

 
To develop customer knowledge 

Placing the cyber surfer at the centre of the Fnac p lanet  

In 2008, Fnac decided to launch new services, in particular on the advice of users via 

MyFnac.com, a customization service meant both for users and card holders. For retail, it 

involves "placing the cyber surfer at the centre of the Fnac planet". Curiosity is stirred based 

on a simple principle: The cyber surfer creates his cultural profile by indicating movies, books, 

bd, disks that he likes. MyFnac.com then offers him products customized to his taste. In 

addition, card holders can have their profile completed automatically with their shopping 

history, made in the store since 3 years and made online since 9 years.  

If the offer is attractive, technically it imposes increased knowledge of customers.  

 
 

Hervé Hayat  
Manager - Marketing 
Studies at Fnac.com. 

 

"To target the returns from marketing operations, since several 

years we are using two decision-making solutions. However, to 

model the data better, we needed a third complementary 

solution, adding the benefit of pertinent statistical methods" 

states Hervé Hayat. We quickly decided on Coheris SPAD 

Data Mining. "It is the only solution in the market capable of 

offering a large selection of statistical methods (AFC, ACP, 

multidimensional analysis…) with a bonus of high reliability 

with relation to the statistical intelligence in France" adds the 

Manager of marketing studies. 
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Letting the data do the talking 

How to search, "to drill" the data substantially in order to know the preferences of your customers among the products offered and to 

make proposals in this direction?  

"At this stage, Coheris SPAD Data Mining helps draw out the best from databases. Firstly, due to the multiple powerful statistical 

functions, as the more methods a solution includes, the more relevant will be the analysis. 

Coheris SPAD Data Mining integrates interactive decision trees, analyses of multiple tables and the final innovation of the tool: 

typologies through decision trees (ICT)" summarizes Hervé Hayat.  

The decision trees constitute a powerful alternative to conventional techniques of regression and discriminant analysis. They help 

express the results in the form of rules easy to interpret, retrievable and applicable to other data (in particular in the form of queries in 

the big databases). "Moreover, all the results can be automatically imported to Excel, a very useful function for presenting data in the 

form of graphs" adds the Manager. 

 

Facilitat ing  deci sion -making  

With more than one million active references on the site, the use of Coheris SPAD allows the Marketing Studies Manager to understand 

the Fnac customers, their buying motivations, their consumption habits, and in particular their respective value. "This solution helps 

discover the passions of our customers. In this sense, Coheris SPAD helps us reduce the commercial offers to customer niches!"  

Hervé Hayat does not conceal his satisfaction and craze for the Coheris SPAD solution, used since five years, "This product meets our 

expectations on several points. The multiple methodologies supplied add more pertinence to the analysis. Its reliability with relation to 

the statistical intelligence in France is an undeniable asset. In addition, zero programming to draw out the quintessence. The data is 

directly adapted to analyze the results. In conclusion: it is a very important marketing and sales performance lever that we have used to 

celebrate the 10 years of Fnac.com. The opportunity to further expand our product offer in order to satisfy our customers better.” 

 

 Coheris  

French software publisher in the CRM market, Coheris offers two ranges of software products covering the additional domains of CRM (Care, Sales and 

Marketing) and Business Intelligence (BPM, Datamining and DQM). With more than 1200 big accounts throughout the world, Coheris relies on a network of 

technology partners and integrators, as well as its own teams of specialized consultants and engineers.  

Coheris is listed on Euronext Paris (compartiment C) since 30 June 1999 (ISIN: FR0004031763 / code: COH). Coheris is elected to the FCPI.  

More information on: www.coheris.com 

 

"Coheris SPAD Data Mining version 7"  

 

BENEFITS 

 
·  RELEVANCE OF ANALYSES THANKS 

TO THE MULTIPLE STATISTICAL 
FUNCTIONS OFFERED 

 
·  TIME SAVINGS DUE TO TYPOLOGIES 

EASIER TO REALIZE 
     

·  RELIABILITY OF STATISTICAL 
METHODS 

 
·  DATA ADAPTED DIRECTLY FOR 

RESULTS ANALYSIS 
 

·  INTEGRATION OF DECISION TREES 
THAT HELP EXPRESS THE RESULTS 
IN THE FORM OF RULES EASY TO 
INTERPRET 

  
 


