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Using collaborative customer knowledge to
increase operational efficiency while retainirg

loyal, profitable customers
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customer relationships and improving operational ) )
customerservice with

segmented customeiknowledge

efficiencies are top priorities for banks and financial

institutions. As competition for deposits and pressure to

o ] Understanding your customersd bet
reduce risk increases, bank continue to seek ways to relative value to your organization is an essential ingredient if
gain greater customer knowledge and collaborate your top pI’IOI:ItIeS |.nclude m|n|m|2|ng risk and .|rnprovmg

customer satisfaction and loyalty. With the ability to segment
across divisions to improve service and retain profitable customer data, you can:
] 1  Flag behaviors, such as late payments, that put
customers. Connected systems along with a data store customers at risk S0 you can take proactive steps to
that centralizes data across channels are essential for minimize exposure ) -
1 Ensure your pricing and policy decisions support your

banks to: retain customers; collect information at every retention strategies by viewing their impact on
) ) ] o customersd6 holistic relationst
interaction point; segment customers by profitability organization

I Understand the preferences and portfolios of your most

levels, behaviors, and preferences; and build sharef- }
profitable customers

wallet through targeted cross-selling and up-selling T Identify products and services you can prom ote to other
. customer segments to grow their revenue and

strategies. profitability

Deepen customer knowledge Improve your operational

with consolidated, 360°views efficiency by collaborating

Most financial institutions have large and expanding volumes of across departments

customer data that have been collected as new services and delivery
channels have been offered. However, they are challenged to keep
up with the endless task of consolidaggndata across divisions and

In this era of great change anéhcreased competition, where

of customer interactions that cross bank locations and delivery quickly to customer demand for consisterservice across all

channels, like ATMs or #eservice Internet sites. Any customer delivery channels requires increased collaboration, like unified,
preference and behavior information that employees and systems crosschannel customer experience strategizing, and seamless
can collect often doesndt-span tSh¥cegslivgryrgqardiess of poyuf-contagt, To coptigually 5 ¢ 5
collection questions to be repeated, which frustrates customers. improve service levels while reducing costssentially to do more
Without the ability to eady collect and view consolidated and with lessyou need:
comprehensive data, your efforts to understand and effectively serve 1| Easyto-use tools that help you automate the often
your customers across all channels are limited. You need to easily: manual processes required when your employees need

1 Identify your most profitable customers so you can to work across departments to follow -up on customer

implement effective retention  strategies service requests S
1 Share customer service histories and provide 1 Centralized customer knowledge that helps you identify

convenient incident tracking and follow -up tools across new service offerings and marketlng opportunities by
call centers to help improve the quality and consistency analyzing customer behavior s and preferences across all
of your service delivery channels .

f  Uncover and proactively respond to unfilled customer 9 Standardized and automated routine processes that help
needs, eecially those hidden across branches, you eliminate unnecessary process steps and hidden
channels, or other touch -points costs while improving your

1  Determine service-oriented ways to up -sell and cross- - Key performance indicators (KPIs) that help you identify
sell root causes of process issues so you can continually

1  Deploy more effective, targeted sales and marketing improve your problem resolution capabilities and

efforts to grow and retain your base of loyal, profitable gradually introduce deeper levels of collaborative
dlients process improvements across departments

1 Intuitive tool sthat can help your employees work more
efficiently by providing access to their daily tasks in a
personal i-hae@sleddremei ronment

mergers and acquisitions are as prevalent as new service offerings

channels. Their traditional cus t3¥%hfgherychannes banksareshallengeddq rapidly tragsformg |,
at the front doorso6 of branches bbjﬁmesa PPEratiang v&hHegn)prOﬁnlg gffv:lgnﬁytrqthrc,.gResgqnqilng up

c

0

U s






