
We were asked to assess the banks 
capability for effective customer base 
management, identifying key gaps in skills, 
process, organization and technology, 
recommending the way forward via a 
structured implementation plan.

Using our proven Customer Value 
Management Diagnostic, supported by 
a series of stakeholder interviews, we 
assessed the banks enterprise capability 
across 8 framework pillars.

1. Customer Data Sources

2. Insights & Analytics

3. Proposition Development

4. Customer Campaign Planning

5. Campaign Operations

6. Channel Transformation

7. Measurement & Evaluation

8. Organisation Structure

Our team developed segmented 
customer lifecycle plans, which 
detailed the blueprint for all 
pro-active sales and service 
touch points for the banks retail 
customers. 

This output was accompanied by a 
detailed implementation route map, 
providing the play book for deploying 
these customer plans into operations, 
while also addressing priority 
capability gaps in people, process 
and technology. Through delivery 
of this plan the bank have doubled 
retail sales through successful cross 
selling to their existing customer 
base (accounting for 17% of all retail 
banking sales).

Our client, an international bank, had many of the 
technology and data building blocks in place for 
effective customer base management and data 
driven growth. However, they lacked a holistic 
customer management plan and were unsure 
of how to structure their business in order to 
maximise return from the significant investments 
made in technology and data analytics.
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