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Introduction to Flutter

We are the world’s largest
sports betting and iGaming
operator with 13.9 million
Average Monthly Players
worldwide.

As a Group, we operate some

of the world’s most innovative, |
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Flutter International Brands

We have 19,500+ employees worldwide
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DAMA UK

Customer stories
hidden behind key
metrics with David

McGee.




David McGhee, Head of Operations Data & Analysis @ Flutter

CUSTOMER STORIES
HIDDEN BEHIND
KEY METRICS

DAMA UK
11 June 2025

All figures in this presentation are illustrative only and do not
reflect actual Flutter data.

They are based on external examples or hypothetical scenarios,
and are intended solely to highlight the importance of focusing
on value and meaningful insights over raw numbers.

This presentation reflects my personal perspective and is not
made on behalf of Flutter.
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MISLEADING.

o . . 3
79% have access to ‘at least basic water’ in urban Burkina-Faso, and

3 3 q g . g q . ”
500% improvement in basic sanitation access in rural Burkina-Faso in 15 years

@ /5% of population live in rural areas, not urban.
‘ Rural areas have 43% ‘at least basic water’ coverage, and 12% sanitation coverage (up from 2%).

‘ ‘At least basic water’ means protected from outside contamination, like fecal matter, and a 30
minutes or less trip to collect — a definition most won’t know.

@ At least 23% of rural pumps are not working.

@ 20% of urban coverage not in use as no residents, or too expensive.
&



Data sucks
Storles rock
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CASE STUDY

Example Payments Company Ltd.
Q1 2025 Operations Key Results

Customer + 0
20% 2

Satisfaction

as they cannot track
¢ their tier progress without contacting their account manager

since last quarter
customer >atisic

Customer Contact -10%

log-in to pay bills, or
Volume

since last quarter (this is a key growth market for their business)

Customer Support + 30% (= as their bot is auto-closing before reach
since last quarter agent, or agents closing to improve SLA for their performance bonus

SLA

+ 5% W as not handled within their CRM

: platform, impacting established customer retention
since last quarter

Illustrative example - not based on or reflective of Flutter data



Metrics are valuable but
numbers don’t tell the story.
Stories inspire action.
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Set Baselines. Define “normal” performance.
Track Progress. Monitor performance over time.

Scale Understanding. Observe trends across large and
complex customer populations.

Surface Anomalies. Detect unexpected spikes or dips
early.

Quantify Impact. Measure effect of changes, launches,
or experiments.

Guide Analysis. Point attention to where deeper
investigation is needed.

“Accessible”. Quick and informative at every level.

TRANSPARENCY

> > B > B > P

Bad Bits

Flatten Complexity. Oversimplify customer behaviour,
missing nuance and edge cases.

Hide Causes. Show outcomes, not underlying drivers,
obscuring the “why?” and “how?”.

False Precision. Create a misleading sense of certainty
from noisy or filtered data, or unclear definitions.

Dilute Signal. Too many metrics create noise,
distraction, and over-interpretation.

Reinforce Bias. Validate assumptions instead of
challenging them (confirmation bias).

Overlook Change. Miss new or shifting patterns not yet
tracked, or appear after reporting.

Lose Focus. Prioritise what’s measured over what
matters (turnel metric vision).



Metric Inertia

Outdated metrics can persist out of habit.



Promote Vanity

Incentivise good-looking numbers over real outcomes.
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Foster a narrative culture.
Insights-driven, not data-driven.

A Insights are not glorified reports.



2

Measure what matters.
Don’t measure everything.
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Democratise your data.
Enable experts to build their own stories.



A

Automate detection.
Keep human eyes on interpretation.
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Go deep and wide.
Investigate drop-offs and the unexpected.
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Focus on "human” outcomes.
Success is delivering real value to real people.
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Focus on value.
Not .




Get comfortable
asking questions.

Data is not the enemy, but we must ask what is behind a number.

Fven when no one else will.

|



Thank you.




DAMA UK

Introduction to DAMA
UK with Sarah Higham.
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UK

Nurturing a community
of data professionals

‘\

DAMA = DATA MANAGEMENT ASSOCIATION

History & Context DAMA

DAMA International non-profit, vendor-independent, voluntary

www.dama.org

« Founded in 1988 in Los Angeles
» Supports all professionals working in information and data management

* Now global, with 100+ chapters on every continent
* North America (37 Chapters)
» Central & South America
* Europe
* Middle East
* Asia
+ Africa
* Australasia



http://www.dama.org/

About DAMA UK: Our Purpose &

Governance

‘
OUR CHAPTER OUR MISSION OUR GOVERNANCE
* Run by a voluntary Committee of 15
« DAMA UK is a non-profit, We nurture a community of people (Elections for new members in-
vendor-independent, voluntary | | data professionals in the UK, to progress)
organisation manage data and information * Our Committee is elected by our
* Createdin April 2003 as a key asset. We do this by membership, but we also co-opt people
* Affiliated Chapter of DAMA connecting people, providing where they have specific skills we
International resources, and supporting require
* Probably the world’s largest development. * We are all volunteers, but we do employ:
single DAMA chapter... » A PT administration manager to
help run the organisation
@ > An external agency to manage our
| social media accounts

29



DAMA UK: DAMA UK
Current Membership & Types ™
T

TOTAL INDIVIDUAL CORPORATE

2,084 current members 835 current members 80 current member
organisations

Includes Individual & Corporate £50 a year (full)

Members. £25 a year (student) Includes bronze, silver and gold
& platinum memberships.

Office for

i
B B YORKSHIRE i
OXFORD .I BUILDING gy " National

UNIVERSITY PRESS SOCIETY

The Open
University

mpe al College

) n Oon
\
Ministry
of Defence :
Sse vods fone The Scottish

See all membership types https.//www.dama-uk.org/pages/become-member
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DAMA UK (NEW) WEBSITE DAMA UK

Nurturing & mmunity

ssionals

Login Subscribe to our newsletter &3

Learning News Events Insights Become a Member About Us

Who is DAMA UK?

We nurture a UK data professional community,
managing data as a key asset by connecting people,
providing resources, and supporting growth.

Become a member Events Sponsor us

Join today and access all our resources Discover upcoming and past events Connect with the UK data community

DAMA UK Newsfeed view all >

= -
DAMA UK
+ MONTHLY DATA NEWS Rz
==
Newsletter - April 2025 Newsletter - February Newsletter - January Newsletter - December
55 A S35 2025 2025 2024
3 22 Feb 2025 3 22 jan 2025 3 22 Dec 2024
Events View all >
- MEET UP - WEBINAR -me-- WEBINAR
DAMATK s e : pAMATK pAMATK
. Why adaptabiiity is mission-critical in a

DAMA Northern Event BUSINESS CHANGE Al -
L Drppel TRANSFORMATIO! : ROP Esatieis et et whecw: = St s S irane Kl K ety

£9 35O =

https://www.dama-uk.org/



DAMA UK LINKEDIN

DAMA UK

5,951 followers

2w @
& The National Trust's recent milestone, restoring over 25,000 hectares of wildlife
habitat, is a powerful example of what’s possible when data is embedded into
fieldwork, not just added on after the fact.

In this computing.co.uk interview, Head of Data, Huw Davies explains that the charity’s
land is scattered across the UK and, to manage it well, they needed more than data -
they needed a shared picture.

Their use of GIS and cloud-based tools has allowed local conservation teams to
capture habitat data on-site, while giving national leaders the insights to track
progress and plan ahead.

There's something striking here for all data professionals, across sectors, which goes
beyond the scale of the challenge or the tools being used. It's the clear shift from:

=~ Using data to record what happened to...
Using data to shape what's next

A great reminder that professionalising data functions is about making data part of
real-time decisions and long-term outcomes rather than simply making more reports.

Very positive news from the National Trust. Read more about
it: https://Inkd.in/femiE6HzS

#DataDriven #Conservation #GIS #NationalTrust #DataStrategy

DAMA UK
5,951 followers
d-@

=} OPEN WEBINAR - Note change of date!

‘Why adaptability is mission-critical in 8 modern data strategy. ..more

PUBLIC
WEBINAR

DAMA UK

Murturing a community
of data professionals

Why adaptability is mission-critical in a
modern data strategy

Jason Barry
Foster Green

20th June 2025, 12:30-13:30 BST

DAMA UK
=i 5.951 followers

ERY. -

Seeking to contribute to the data and Al conversation?

#The Call for Speakers for the Data & Al Conference Europe 2025 closes soon.

This is a wonderful opportunity to share your experience-driven insights, case studies,

and perspectives on challenges and successes. Whether you're a senior leader, a
practitioner. or an emerging voice. submissions are welcome.

NOTE: The deadline is THIS FRIDAY. 16 May 2025.

Read more about the call for speakers below.

#dataai #datamanagement #conference

32
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DAMA UK

nmunity

DAMA UK
5,951 followers
Tw » Edited = @

Want to shape the future of DAMA UK?

Every 2 years we invite DAMA UK members to participate in shaping the future of
our organisation by joining our committee.

The committee sits behind, drives and manages everything we do here and, with a
wide variety of roles to fill, there's sure to be something to suit your interests and
experience and fit around your normal work schedules. All roles are voluntary and
the commitment required varies, averaging around 7 hours per month.

If you feel like you can demonstrate a passion for data management and a
commitment to advancing our collective mission, we encourage you to apply.

Find out everything you need to know here ¢+ https://Inkd.in/ez4dB7xj

But hurry! Applications must be submitted by JUNE 6th. No committee experience
needed.

N

"\_~
-
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Data Management Body of Knowledge %MA"UK
(DMBOK) — Revised Edition 2 March 2024 "

comr nit

a commu
ofessionals

Available as a printed
book or PDF download

33



DAMA UK

Mentoring

Mentoring Scheme Objectives

Launched in 2012 to:

\ ENTORING  Provide an introduction service to new CU RRENT

“A developmental and existing members so that people
partnership through which requiring mentoring and those willing STATUS _
one person shares to act as mentors can be connected Number of active
. anWIedge, SKIHS’. « Serve as a value-add DAMA UK mentors - 44 _
information & perspective to service, thereby helping to retain Number of active
foster the personal and current members and sponsors and to menteeS 82 Mentoring Coordinator
professional growth of attract new members and sponsors Mary Drabble
someone else” _ _ Number of mentees DAMA UK Committee
* Help improve the skills and expertise Director

awaiting mentors -

spreading skills, expertise and best 4
practice

UNIVERSITY OF SOUTHERN CALIFORNIA of all DAMA UK members by

34



CDMP Training: UK Bootcamps ¥y

Nurturing a community

ot data proressionals

11,821 147 293 3

Associate Certification

ASSOCIATE PRACTITIONER MASTER FELLOW
CDMP \

* Three-day on-line course, run

q u a rt e rl y \ Afsl?)l:::te PracctDi::uPner Master IESI“(:I:
 Covers the syllabus for the Data
Management Fundamentals Exam
g @ Industry experience @ Industry experience @ \n.du.stry experience @ Industry experience ChriS Bradley
% l n CI u d eS exa m fee 6 months > 5 years 2 years - 10 years Minimum 10 years 25 years plus course Tutor
. . equirements equirements equirements equirements DAMA UK
+ Pass leads to CDMP(A) with option Ok Ok Ok Ok )
. B0% pass 70% pass in 80% pass in Globally recognised & Comm“‘_tee
to sit further exams et || i || || Member
o and 70% pass in 2 and 80% passin 2 Significant contribution
* Ava I I a b I e O n Iy tO DAMA U K Specialistpexams Specialis‘[pexams tngData Management
rofession
mem b ers EDMP” Master
Contribution to COMP® &
* £950 per Seat Syri?nliinatmn

FIT ACADEMY™

See more information - https://cdmp.info/ 35



ould you like to = DAMA UK
resent at a DAMA Webinars & Events 2l

UK webinar?

)

¢ Webinars:

» Public - free to all

» DAMA UK members only
» 1-2 webinars per month

% Regional Meet Ups (F2F):

» Northern Data Group

» Scotland

» Wales & the West

» Midlands T

» Northern Ireland Enabling Organisational Success Through:Data & Uﬂfb-Ck'yourN A'mb‘iti'_ons throuh
Al Governan_ce —A Qase Studyon Huma___n D_éta Products I '

< National Events (Virtual and F2F): TrafickmgaLiocem BISIGAT, /7, e -
> IRM UK Data & Al Conference Europe — 13t to 16t | [ == # W Kb waterhousde
Oct (https://irmuk.co.uk/data-ai-conference-2025). Liaa=25las8 J = =5

| ST

DAMA UK members received a 15% discount.

17 January 2025 - 12.30-13 30w+~ “3

25 Aprit2025-12,30-13.30 A DAMA UK Webinar A DAMA UK webirtar R g



https://irmuk.co.uk/data-ai-conference-2025

“The DAMA mentorship programme proved to be an
invaluable experience that allowed me time once a
month to reflect, articulate my thoughts and receive
feedback from a knowledgeable mentor who had
already been there and done that.

Having a sounding board who could help ensure |
was clear about the capabilities | needed to establish
in my organisation was an obvious benefit from the
start of the programme.”

“In less than two years as a member of DAMA UK, I've
already seen tremendous benefits. The COMP
Workshop and data management webinars by DAMA
UK were incredibly valuable, but it was the mentorship
from a DAMA UK committee member that truly made
a difference. Thanks to her guidance, | passed my
CDMP Fundamental exam on the first attempt and
successfully started a Data Governance Tooling PoC in
my Organisation. Her support and DAMA UK webinars
have been instrumental in my professional growth.”

DAMA UK Member Testimonials'

Feedback on DAMA UK Webinars

“A passionate and engaging presentation on a
fundamentally important topic.”

“A very informative session. | have learned so much from this
interactive presentation.”

“Fantastic presentation! Visually impactful and meaningful slides.
Well presented and gives great ideas on new approaches to data

governance.”
&S

®®
“Great mix of best practice and practical advice.”
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