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At a time when the banking sector is reeling from
unrelenting competition, and unprecedented
disruption, banks must focus on profitability and
improved revenue margins. Negotiations for best
prices is an integral part of the banking process, but
unstructured discounts granted by sales executives
may result in substantial revenue leakage. At the same
time, banking must move to customer centric,
relationship-based and value driven models to ensure
customer satisfaction and loyalty. Establishing
negotiation weightage principles or rules can help
banks ensure profitability and include the customer in
the decisions, thereby offering a transparent and
personalized experience.

Negotiating for the Segment of One

Today, banking is increasingly moving to relationship-based models in which the customer is at
the heart of all engagements. And the focus has shifted from products to the value delivered to
them. When it comes to transactions, the smoothest or most frictionless ones are those where
the price paid by the customer matches the value delivered by the product or service. This value

and price synchronization is crucial to ensure customer satisfaction, greater upselling and cross-
selling and a long term mutually profitable relationship.

But how do both parties arrive at a price that is deemed equal to the value delivered by the
product or service? Pricing today is rooted in relationships and is personalized for a “segment
of one” rather than being a one size fits all figure. And negotiation is an integral part of the final

pricing of any banking offering. Consequently, a relationship-based approach custom designed
for a customer to deliver the best value at the best price must be available. Personalization and
transparency will define relationship-based discounting in the years to come.
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