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FINDING NEW  
REVENUES AND  
COST SAVINGS IN DATA

HEN a business traveller who regularly stays at an Ascott-
branded hotels or serviced apartment in Singapore 
routinely brings his young family along, the hotel offers 

additional value and generates deeper loyalty when it already has 
a cot set up for the baby. Imagine if the hotel can also mine its 
consumer data to know that the family is likely to go to the shopping 
mall next door, and therefore can offer the customer a discount 
coupon for ice cream, or for the children’s clothing store nearby.

This is but one example of the many ways Singapore-based real 
estate conglomerate CapitaLand is transforming its IT team using 
cloud computing. 

By creating a cloud-based centralized data platform, where 
information from across the company can be tabulated and 
analyzed, “we can explore far more opportunities in terms of cross-
selling and engaging with our target customers,” explained Lee 
Tai-yun, senior data analyst for CapitaLand Limited.  Adds Yusup 
Ngadimin, assistant Vice President, Group Business Solutions 
and Systems, “the role of our team is to see how we can generate 
revenue from data and systems. Our IT department isn’t a cost 
center any longer.”

Headquartered and listed in Singapore, CapitaLand is one of Asia’s 
largest real estate companies, with a diverse global portfolio of 
shopping malls, serviced residences, office buildings and hotels, 
along with Real Estate Investment Trusts (REITs). While the 
company may long ago have integrated its investment strategies, 
its customer data wasn’t unified. Various business units of the 
organization maintained separate silos of information, making it 
difficult for the company to anticipate its customers’ needs or “cross-
sell” across its line of products.
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“Our teams worked in silos. They couldn’t talk to each other,” Lee 
said.  Indeed, big companies traditionally viewed their Information 
Technology (IT) departments as cost center – functional units 
focused on operations and upkeep of computer systems, software 
upgrade and back-office functions – not as potential revenue 
sources.

“But now that we have created a centralized data platform” in 
the cloud, Lee said, “we can understand who our higher-valued 
customers are and reach out to them directly. We can better 
understand the traveling and shopping patterns based on where 
they spend their money.” Collating key customer data is helping 
CapitaLand accelerate its development of a loyalty program 
that rewards frequent users of the company’s hotels, serviced 
apartments or shopping centers.

Such loyalty programs not only engage patrons, but often turn them 
into repeat customers. “Our businesses want to understand who 
comes to our mall and cross-sell to our service residence business… 
Or can we cross-sell new condo to them?” Ngadimin explained. By 
collating data from hotel bookings, mall spending and other data, “we 
are trying to identify common customers across the business. And 
once we find coherent patterns, we can sell to those customers.”

CONDOS SALES SUPPORT APPLIANCE PURCHASES

Lee noted another case, in which data analysts discovered that in 
the last few months before a new CapitaLand condominium project 
opens, shopping malls in the adjacent area experience a boost in 
sales of household appliances like stoves, refrigerators and TV sets.  
But after the units are occupied, “we see an uptick in restaurant 
sales...So this allows us to suggest that retailers in our malls stage 
appliance sales in the months before our new residential buildings 
open.”

The analysis of data “is really about finding relationships among 
seemingly indirect or unknown relations,” Lee said. “That helps 
generate value. Until the cloud you couldn’t unlock that value...I mean 
you could do it but it would take a lot more time. Now a lot more 
things are possible.”

Gathering data from a number of discrete business units could have 
been complicated. But by using cloud services instead of a dedicated 
group of company-owned servers, “we have the flexibility and ability 
to scale up very quickly,” Lee said. “If we need more storage capacity, 
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we just adjust the slider in the system and get more space. It’s very 
elastic and very versatile. And we only get charged for the storage 
we use.”

CapitaLand has already run a few tests to prove that it can generate 
new insights and extract value from the billions of data points in 
collects from customers.

Using data analyzed by the IT team, CapitaLand realized that many 
tenants who rent office space needed help in designing, cabling 
and installing networks and Wi-Fi systems in their offices. “Now we 
have developed a business to come in and help them set up the IT 
infrastructure for their offices,” Ngadimin said. “We realize we can 
help our customer with their IT needs.” The IT service business 
launched earlier this year.

Ngadimin, says the flexibility of cloud technologies, which allows the 
company to acquire additional server space only when it needs it, 
helps encourage experimentation and speedy prototyping of new IT 
initiatives.

“It used to take us three months just to procure a new server,” he 
says. “Now we just access additional storage whenever we need it, 
and that encourages our people to experiment and try new things... 
We can roll out systems faster and see benefits more rapidly.”

COST SAVINGS OF ONE-THIRD

He estimates that moving to cloud-based services has cut costs 
within his IT team by one-third when compared to traditional on-
premises servers, while allowing his team to attempt more innovative 
programs. “We now have more opportunity to fail because we can 
fail cheaply,” Ngadimin said. “It’s ok to fail as long as we learn the 
lessons from it.”

Ngadimin points proudly to another successful experiment he 
attributes to the cloud computing transition., CapitaLand installed 
hundreds of sensors in one of its large shopping malls in Singapore 
to collect data on lighting and air conditioning usage to see if the 
company could collect sufficient data to make the mall “smarter’ and 
generate energy savings. “After just three months of data collection, 
we determined that savings of up to 10 percent are possible,” he 
said. “So now management has us collecting similar data in 19 of our 
properties.” He expects an integrated building management system 
to be established on the cloud fairly quickly.

The flexibility 
of cloud 
technologies, 
which allows 
the company 
to acquire 
additional server 
space only 
when it needs it, 
helps encourage 
experimentation 
and SPEEDY 
PROTOTYPING 
of new IT 
initiatives.



4   |   F I N D I N G  N E W  R E V E N U E S  A N D  C O S T  S AV I N G S  I N  D ATA

The next challenge Ngadimin foresees is creating a mobile 
application that helps hotel or retail customers get access to 
discounts or other rewards. Because CapitaLand is already using 
cloud services, he says they can pick from among a variety of third 
party developers to help find software system that most closely fits 
their needs. Thanks to the cloud, “we can pick and choose from a 
variety of third parties without doing it all ourselves. And we don’t 
need our own people to manage the system.” 

Because of the cloud interface, “we don’t have to chase every 
technology. Once we choose which one to implement we can depend 
on the vendor to service everything.”


