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Why does a customer choose one bank over the other? What makes them continue to
stay on with a bank for years? And what drives them to deepen their relationship with the
bank? These are some of the questions keeping bankers up at night. Attracting and
retaining customers and increasing share of wallet is now more difficult than ever before,
thanks to the exponential increase in competition from unexpected sources. Fintechs,
tech giants, challenger banks are all vying to acquire the same customers and establish
long-lasting profitable relationships with them. New technologies are disrupting the way
business is done, regulatory frameworks keep changing and now there is even the
consequences of a pandemic and a war to contend with. Amidst it all, customers expect
hyper-personalized offerings and a value-driven engagement with their banks. Banks now
need some intelligent strategies to grow their customer base and drive enduring
customer loyalty to retain their competitive edge. And the answer to their questions may
not require an entirely new approach - just a modern twist to an age-old practice.

Special offers, and rewards have been a part of banking strategy for decades. Banks draw
on their core capabilities like deposits, withdrawals, payments to build incentives or offers
that can attract customers, retain them, and even encourage cross and up-selling. And
they used a basic audience segmentation strategy based on demographics like region,
age, and gender to create an offer and determine its price. Incentives still hold significant
value in modern banking. The only difference is that today, these are more sharply
segmented than before to fit in with banking's new focus on customer centricity.
Technology is of course the foundation for modern day incentive management. In fact,
today banks run complex campaigns with multiple kinds of offers for varied customer
segments using technology powered solutions with robust campaign and offer
management capabilities.

Conceptualizing a Campaign

Example of campaign strategy categories:

Groups and Targeted segment Targeted
relationships of customers employees
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