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Strategy 1: Personalize the customer 
experience

To establish profitable long-term relationships, banks 
must fully engage customers more quickly and nurture 
the relationships over the long-term.

Strengthening the customer experience starts with all 
departments – from branches and sales to operations 
and service – being on the same page.

 
 
 
 
73 percent of customers say that valuing their time is the 
most important thing that a company can do to provide 
them with good customer service.

Source: Forrester

Traditional banking customers seek 
more personal or tailored solutions and 
are happy to consider alternatives to 
traditional banks.

Source: Gartner

How Dynamics 365 can help: 
Utilize a holistic customer view and 
provide insights

Complete, organized customer profiles provide visibility 
into all the customer touchpoints across the bank. This 
360-degree view of the customer enables more effective 
communications and can deepen customer engagement. 

Customer Insights proactively provides intelligence about 
each customer and what they may want or need, which 
can facilitate staff communications with your customers.

Full details of retail and commercial accounts, such 
as outstanding actions, completed actions, upcoming 
milestones and meetings, and details on call center 
cases provide the insight needed to foster and support 
customer relationships.

 
With Crowe CRM for Banking, you can get a true 
360-degree view of the customer – with a single view 
into all communications, interactions, operations, and 
relationships – no wasting the customer’s time collecting 
information that already exists.  

Guided processes, knowledge integration, and 
automated workflows across all departments and 
processes help to complete the correct actions in a timely 
and quality manner.

https://go.forrester.com/blogs/16-03-03-your_customers_dont_want_to_call_you_for_support/
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Strategy 2: Streamline complex processes 
while elevating the customer experience

Manual or partially automated processes create internal 
inefficiencies and inconsistencies in service that affect 
and degrade the customer’s experience and their 
satisfaction.

Customers expect banks to answer questions and solve 
problems quickly, without to the extra step of forwarding 
questions across various departments to provide a 
customer with a solution. Follow-up and completion 
of customer requests are key to the collective trust 
customers have in your bank.

Customer retention is critical. Banks need to keep track 
of customer behaviors and predict needs, and then 
automatically target customers to illustrate how the bank 
can fulfill those needs.

 
81 percent of bankers agree: Organizations that can 
truly tap into what motivates human behavior and design 
the customer experience accordingly will be the next 
industry leaders.

Source: Accenture

 
 
A 5 percent reduction in your customer 
defection rate can increase profits 25 
percent to 95 percent. 

Source: Harvard Business Review

 

How Dynamics 365 can help: Predict 
needs, provide knowledge and insights, 
and automate complex processes

Dynamics 365 is the ideal operational platform on 
which to automate complex work-item processing and 
business process challenges, including sales, operations, 
approvals, and quality reviews.

• Proactively manage operational work items and 
customer service cases through dashboards and 
escalation workflows. 

• Knowledge management provides help in getting the 
best answer the first time.

• Personalize and track responses. 
• Up-sell and cross-sell to turn issues into opportunities 

for increasing loyalty and satisfaction.

Process automation across sales, service, and marketing 
can free your employees to spend more time talking to 
prospective customers and strengthening relationships 
with existing ones, moving the needle for your business.

Crowe CRM for Banking provides dashboards to easily 
access information such as recent interactions, upcoming 
meetings, relationship health, upcoming deadlines 
for loan maturities or open opportunities, and current 
marketing offers.

www.crowe.com
https://www.accenture.com/t20170322T205838Z__w__/us-en/_acnmedia/PDF-47/Accenture-Banking-Technology-Vision-2017.pdf#zoom=50
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
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Strategy 3: Optimize the opportunity 
management process with a more 
relevant approach

 
Meet customers and prospects where they are – and set 
goals for sales, service, and retention

Every bank and credit union has customer acquisition as 
a top priority. 

 
 
Banks must segment, profile, and track leads reliably 
to optimize customer acquisition strategies across 
all channels.

Strengthening the customer experience starts with sales 
and onboarding.

 

 
Only 31 percent of consumers think their financial 
institutions know them and their needs well.

Source: The Financial Brand

 

11 percent of consumers left their bank 
in the past year – and switching to virtual 
banks is at double-digit levels. 

Source: Accenture

How Dynamics 365 can help: Utilize 
networks, identify the best targets, 
and proactively manage the sales and 
service process

To generate the best leads, banks must interact with 
customers in their centers of influence. Communicate 
with customers effectively by leveraging multiple 
channels, including social media. Multichannel marketing 
campaigns and networking integrations with LinkedIn 
provide the ability to reach customers with the products 
they want in the manner they want.
 
Crowe CRM for Banking allows you to provide proactive, 
personalized offers based on in-depth analysis and 
customer insights. Leads are scored and prioritized, 
which helps focus your resources on those most 
likely to close.

Streamlining and managing the sales cycle aids in 
delivering timely, responsive customer proposals and can 
shorten sales cycles.

Having a holistic view of the customer enables cross-
departmental collaboration, which can improve team 
selling and win rates. Posting to the customer timeline 
allows for additional collaboration opportunities. 

The relationship assistant feature facilitates push 
notifications, including guided selling processes. For 
example, if a customer meets the profile for a new credit 
card, the relationship assistant brings that to the attention 
of the staff, who can then initiate the sales process with 
talk tracks to propose a new card to the customer.

https://thefinancialbrand.com/58063/personalization-in-banking-digital-research-study/
https://www.accenture.com/t20160609T222453__w__/us-en/_acnmedia/PDF-22/Accenture-2016-North-America-Consumer-Digital-Banking-Survey.pdf
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Strategy 4 - Build consumer relationships 
through data and digital transformation

Banks recognize the need to enhance their 
competitiveness and create an agile, sustainable 
advantage. 

A bank’s unique customer data provides a rich repository 
from which to draw. This translates into significant 
opportunity to cross-sell and up-sell products and 
services that are relevant to the consumer.

Data intelligence helps turn the raw data into targeted, 
effective value propositions and marketing strategies.

 
“Smart use of data can enable us to 
re-establish personalized services and 
bring back customized one-to-one 
relationships between the bank and the 
customer.”

Source: Alex Nechoroskovas, Founder of Fintech 
Summary

81 percent of financial services CIOs say advanced 
analytics have the most potential to change organizations. 

Source: Gartner, “2017 CIO Agenda: A Financial 
Services Perspective,” Feb. 9, 2017

 

How Dynamics 365 can help: Customer 
Insights helps you engage your customers 
with intelligent insights 

Crowe CRM for Banking provides rich data visualizations 
to help you better understand the customer. By 
composing role-specific visualizations that bring together 
customer profiles, interactions, metrics, inferences, 
and predictions, you can uncover new insights with the 
security and privacy you require.

Banks can use predictive analytics to understand and 
expand customer lifetime value. Relationship managers 
can check overall account, loan, and churn rate, which 
can help them foster customer loyalty. Predicted lifetime 
events, such as buying a car or college for kids, help 
relationship managers recommend the next best product 
or service.

www.crowe.com
https://thefinancialbrand.com/62858/2017-top-banking-trends-predictions-forecast-digital-fintech-data-api/3/
https://thefinancialbrand.com/62858/2017-top-banking-trends-predictions-forecast-digital-fintech-data-api/3/
https://www.gartner.com/doc/3597453/-cio-agenda-financial-services
https://www.gartner.com/doc/3597453/-cio-agenda-financial-services
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Strategy 5 – Modernize and strengthen 
lead generation

Historically, banks have used “push marketing” to drive 
leads but this is becoming less and less effective. Direct 
mail, cold calls, and email can be intrusive. The last thing 
you want is a prospective consumer opting out of all 
further bank interactions.

Social media should be a lead-generation tactic for every 
bank. Social selling is considered “pull marketing,” and it 
often results in warmer leads that convert at a higher rate. 

The buying process is changing and banks need to 
connect with prospective customers by serving them in 
the customer’s channel of choice. Doing so illustrates 
a bank’s sophistication and focus on the customer 
experience.

 

“Nearly half (47 percent) of U.S. social media users today 
actively seek customer service through social media”

Source: NM Incite Social Care Survey

“Today ‘s highly digitally engaged 
financial services customer has 4.4 
products, compared to only 2.7 for the 
digitally unengaged.”

Source: RFi Group

How Dynamics 365 can help: 
Introduce social selling into your 
lead-generation strategy

In the age of social selling, researching the companies 
and people you are about to call is invaluable to the 
prospecting process. Social media such as LinkedIn 
and Customer Insights integrations allow for integrated 
research beyond current bank information.

The tight integration between Dynamics 365 and 
LinkedIn allows seamless access to LinkedIn profiles, 
prospects, and leads. Company details infused with 
social information allow you to drill down into related 
connections and pull lists of potential targets.

Social selling amplifies your ability to reach warm 
prospects. According to Corporate Executive Board (now 
Gartner), referrals, including social networking leads, rank 
highest in their qualification. And company news, recent 
posts, and promotions can all serve as great icebreaker 
conversation topics.

Dynamics 365 helps banks score and prioritize leads, 
track referrals, monitor social insights, and record every 
customer and employee interaction in one place.

https://thefinancialbrand.com/56424/cross-selling-banking-products/
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Learn more
For more information on Crowe 
CRM for Banking or Microsoft 
Dynamics 365, visit crowe.com/crm 
or contact:

Ryan Plourde 
+1 508 475 7951 
ryan.plourde@crowe.com
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