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E X E C U T I V E  S U M M A R Y  

FRANCIS NADEAU 

3rd year, BTM candidate 

 EMAIL: francis.nadeau@uqar.ca 

PHONE:  +1 418-580-6494 

FROM 
DATE: FEBRUARY 28, 2017 

 

Increasingly, Ultraband’s customers show a high interest towards web products 

and services that help them make strategic decisions. Concurrently, Ultrabrand 

needs to better monetize the company’s web analytics offering using a solution 

that represents its brand and fosters its reputation of excellence. To face these 

challenges, our team is mandated by Ward William, the CIO of the company, to 

elect a solution that best fits the customer's needs and ultimately contributes to 

the success of the firm.  Towards achieving this goal, we start by highlighting 

the strategic issues and the challenges that are at stake. We build our analysis 

on the premise that web analytics is not a trend - or buzzword -, it is rather a 

pillar that helps unlock insights related to online customers’ profiles and 

behaviors. Hence, we evaluate three Web analytics solutions in terms of their 

strengths and weaknesses. Based on this analysis, we recommend a solution 

that meets the business needs of Ultraband, in the short and medium-long 

terms. The solution we propose consists of hiring a Business Intelligence (BI) 

analyst whose mission is twofold, first, provide support to the high-end 

customers with Google Analytics requests and second, develop a design and an 

implementation strategy of a Whitecap’s customized web analytics solution.  To 

conclude, we discuss the implementation and the challenges of the solution we 

propose and provide an overview of its prospective impact on the business. 

 

Sincerely. 

 

 

 

MATHIAS CARON 

3rd year, BTM candidate 

EMAIL: mathias.caron@uqar.ca 

PHONE:  +1 418-894-6965 

TOWARDS 

RYAN WARD-WILLIAMS 

Chief Executive Officer (CIO) 
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In this section, we provide an analysis of the challenges and the strategic issues of Ultrabrand using the SWOT 
Framework (See table 1 for a synthesis). In terms of weaknesses, we argue that an ineffective web analytics solution 
combined with an inadequate customer support are a barrier to moving forward. Yet, the statu quo is not an option. A 
web analytics solution is critical for fulfilling the customer needs, particularly, those want to gain a deep understanding 
on their visitor’s profiles and behaviors. Addressing this issue is important to retaining customers and acquiring new 
ones. Besides, the current web analytics solution does not seem to comply with Ultrabrand’s track record of excellence 
and high-end brand image. 

In terms of threats, the level of competition in the field of web development and web analytics is high. A wide range of 
appealing web analytics solutions are offered as they have dramatically improved over the last few years- Appendix 2: 
Web analytic background -. Their adoption among businesses is on the rise as they provide major insights that 
businesses can actually act on. Moreover, even a slight churn rate may have an impact on the overall revenues since 
the company has positioned itself as a high-end, invite-only company. The satisfaction of customers of the overall 
services, particularly the web analytics offering, is a critical success factor, in order to the company to thrive. 

 

Table 1. ULTRABAND’ SWOT analysis 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Strong brand image. 
• Low expenses and high margins. 
• Track record of excellence. 
• Lean business model 

  

 

• Web analytic product offering. 
• Web analytic solution is difficult to interpret, 

with confusing interface, inaccurate reporting. 
• Customer support concerning web analytics. 

 

• Develop a differentiating web analytics offering. 
• Customer acquisition and retention. 
• Develop BI expertise. 

 

 

• Churn. 
• Competitors with stronger web analytic 

solutions. 
• Thousands of freelance developers, design 

companies and website-builders services.  

STRENGTHS 

 

WEAKNESSES 

 

 

 

O V E R A L L  A N A L Y S I S  

 S T R A T E G I C  I S S U E S  A N D  C H A L L E N E G E S   

OPPORTUNITIES 

 

THREATS 
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With regards to the opportunities, Ultraband can benefit for developing a differentiating web analytic solution, which 
should come with an improved BI expertise. This avenue would help the company to offer an outstanding customer 
support. It is also in line with the firm’s High-end brand image and can generate a new stream of revenues. A thoughtful 
web analytics offering can have a direct impact on the bottom line, particularly in terms of acquisition and retention of 
customers. 

To pursue the opportunities described above, Ultraband can rely on its strengths and driving forces. Indeed, the 
company enjoys a great track of excellence and an unparalleled customer service. The firm can reaffirm these core 
values to move forward. It can also benefit from its lean business model to revitalize the offering which is critical for 
the business.  

 

 

 

 

In this section, we present a comparative analysis of the three avenues proposed by Ultrabrand. We exhibit the main 
advantages and disadvantages for each proposition. The price comparison of each option is available in appendix 1.  

 

 

 

The following presents the main advantages and disadvantages of Inspectlet: 

Pros : 

• Solution can be quickly implemented. 
• No additional infrastructure required. 
• Reliability of information. 
• Adapts to different websites and technologies. 
• Technological evolution according to trends. 
• Offers different levels of integration. 

Cons: 

• Risks of maintenance efforts, new code pushed live almost daily. 
• Risk of customer insatisfaction, having new code frequently can introduce frequent changes and potential 

instability. 
• Little differentiator, because the solution is used by many branding agencies. 

O P T I O N S  A S S E S S M E N T  

 

I N S P E C T L E T  1  



5 
 

• Does not replace Google Analytics (GA) but adds functionality, so must maintain GA. 

 

 

 

 

 

The following presents the main advantages and disadvantages of Whitecap: 

Pros : 

• Possibility of differentiating customized solution (that reflected the image of the company). 
• Owner of the solution; Control over future developments. 
• Does not require additional infrastructure; Cloud hosting by Whitecap. 
• Good reputation and good customers’ retention 

Cons: 

• Solution availability timeframe; must wait for the discovery and design phase before starting solution 
development. 

• Requires a vision of Ultrabrand web analytics services which does not seem to be the case. 
• High monetary investment 

 

 

 

 

 

 

 

The following presents the main advantages and disadvantages of hiring a BI analyst : 

Pros: 

• Ability to differentiate by accompanying clients to meet their specific needs. 

W H I T E C A P  2  

B I  A N A L Y S T  3  

Inspectlet offers a low differentiation solution and it still needs to integrate to Google Analytics to deliver on 
its promise. It is nonetheless the less expensive platform according to our analysis. 

K E Y  F I N D I N G  

Whitecap offers differentiating customized solution and has a good reputation as a development firm. Also, 
Whitecap represents the best solution in term of profitability at the end of five year of planning. However, 
this option does not provide short term solution to resolve current customers’ loss. 

K E Y  F I N D I N G  
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• Use of the solution in place to respond quickly, so short term solution to retain customers (e.x.: Xu-
Dermatology). 

• BI analyst will help to develop a vision for a differentiating product. 
• BI analyst will enable to develop Ultrabrand’s internal expertise 

Cons: 

• Depends on the competence of the resource to be hired and the availability of this type of resource in the 
region. 

• Needs to invest in labor to maintain knowledge in order to not depend only on one person. 
• Depending on the growth in demand, may need to create a team to meet the needs. 

 

 

 

 
 

 

 

Based on the expressed needs, the current customer base and competition landscape, we recommend an approach that 
combines the second and the third option. This approach has the advantage to address a short and medium-long term 
goals. So, we recommend to hire a BI analyst whose mandate is twofold. 

1. First, to leverage the Google analytics capabilities to service existing customers. The professional would help 
customers use and interpret data, and develop customized reports and dashboards upon request. This new 
activity would generate a new stream of revenues for the company. The BI analyst would be expected to 
provide support for high-customers and address their needs.  
 

2. Second, as the BI develops a better understanding of customers’ recurrent requests and problems, he or she 
would be called to develop a comprehensive strategy to implement a web analytics solution using Whitecap. 
Once the strategic orientation is defined, a discovery and design phase with Whitecap should be realized in 
order to develop a differentiating product. 

We believe this approach meets the requirements and the aspirations of Ultraband in the short and the medium-long 
terms. It is also aligned with excellence value and it will increase the attractiveness of the brand. The proposed solution 
would also help the company acquire the necessary skills in web analytics and make such knowledge a capital for the 
company. It would also allow the firm to sharpen the web analytic strategy focus, which would help eliciting the 
specifications and the requirements to build the custom package with Whitecap. The approach requires hiring the right 

R E C O M M E N D A T I O N S  

The BI analyst is in position to address the short-term needs by developing customized reports for existing 
customers. This ressource can leverage the acquired knowledge to propose and execute an implementation 
strategy of a Whitecap customized web analytics solution. 

K E Y  F I N D I N G  
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resource, a risk that can be mitigated through referring to hiring specialized firm. In terms of investment, we believe 
the proposed solution is in line with the vision and willingness of the CIO to invest large amounts to help the business 
glow and appeal to highly profitable customer segments. (See figure 1 for an overall view of the proposed solution) 

 

 

 

 

  

 

 

 

 

 

 

 

 

Figure 1. Overall view of the proposed solution 

 

 

. 

 

The implementation of our recommendation requires the following steps. 

1. Contact a Hiring specialized firm in order to create a job description and to start the hiring process. 
 

2. Create a communication plan for current customers in order to advertise what’s to come. 
 

3. Contact directly customers that may potentially leave (ex.: Dr Xu) to inform them of your plan and reassure 
them. 
 

4. Plan the integration of the new BI analyst. We suggest activities like shadowing some of the current 
employees. This should enable him or her to learn faster about the company, the culture, the services, etc. It 
would also provide a first understanding of the needs and challenges of the current Web analytics offer.  

Product & 
services 
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Web design 
App development 

Web analytics 
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Customer support 
 
 

Google analytics custom dashboards 
 

Whitecap implementation strategy 

Processes 

Marketing 

High-end customers 

Software development 
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Sales 
Partnership 

Invite-only 

Businesses 
Celebrities 

Executives 

Content management 

ULTRABAND 

I M P L E M E N T A T I O N  P L A N  
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5. Then, BI support service should officially start. The BI analyst should focus on customers that are not satisfied 

with current web analytics solution. He or she would also coach employees on their web analytics basic 
support issues. 
 

6. These support activities would enable the BI analyst to develop a fine-tuned understanding of customers’ 
needs. We suggest planning regular meetings  in order to develop a common understanding and a common 
vision using an agile approach. 
 

7. After a certain period (around 3 months), we suggest to start eliciting the specifications and the requirements 
to build the custom package with Whitecap, through their discovery and design process. At the end of this 
process, the firm will be able to have a clear understanding and estimates of the features to design, and 
evaluate the extent to which it differentiates Ultrabrand’s offering. At this point, management can decide to 
confirm or consider other solutions based on the understanding the firm would have developed at that point. 

 

 

 

 

On the short term, the hiring of a BI analyst should significantly increase customers’ satisfaction and retention regarding 
customer analytics. Adding this new personalized web analytics service will stay aligned with its current practices of 
providing customized services, while increasing revenues and maintaining, and even improving, branding reputation 
of the company and continuing building of its business into an attractive acquisition target.  

On the medium-long term, the Whitecap development solution should provide Ultrabrand with a web analytics 
solution that should be just as beautiful and just as functional as its core product-branded website design. Furthermore, 
the longstanding record of Whitecap and its commitment to updating and modernizing its solutions are aligned with 
Ultrabrand’s high-end brand image. Therefore, these should contribute to increasing revenues and to improving 
branding reputation and to continuing building of Ultrabrand’s business into an attractive acquisition target.  

Finally, our recommendation should a have measurable short, medium and long term impact on the business through 
performance indicators that could be based on metrics on customers’ retention, new business, satisfaction and Web 
analytics support revenues. 

I M P A C T  A S S E S S M E N T  
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