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The basic entities of a CRM System in a multi-channel banking-environment are:

� Customers/Prospects

� Advisors/Teams/Branches/Regions/Entities incl. associations to customers

� Activities regarding customers including workflow

� Contacts between customers and the entity via different channels (branch, contact centre, internet, 
email, post)

� Products

� Sales Opportunities

� Structured Communications (packages, letters, forms, catalogues) either as paper or electronic

� Campaign workflow (definition, execution, feedback)

Basic functionality of a CRM system can be distinguished between the following views:

� Customer/Prospect View

� Advisor View

� Administrative View

Setting the context
Basic entities
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Basic functionality

� Customer/Prospect 

� Search by different criteria (name, customer-id, entity)

� Identification and basic self service portal

� Basic (name, addresses, birthday,.., on-line or replicated) and additional sales oriented (segment, target 
group, preferences,…) data of clients

� Current Products and Balances

� Activities/Contacts

� Lists/history (initiated by agents, campaigns, other events, customer)

� Creation/Update

� Contact Preferences (channel, time range, …)

Extended functionality

� Customer 360° view

� Treatment/Cross-selling hints

� Registry of Sales (possibly integrated to operative systems)

� Explicit sales cycle for customer acquisition/product sales

� Extended self service via voice portal

Setting the context
Requirements customer view
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Basic functionality

� View of activities (own or from other advisors) in different states

� Change of individual activities

� Campaign execution (all tasks assigned to the advisors in campaigns) incl. feedback or forwarding

� Customer Portfolio list

� News

Extended functionality

� Product maturities

� Calendar integration

� Sales Planning (annual objectives) definition, tracking and reports (own sales, teams, branches 
and regions depending on level of responsibility)

� Customised reports

Setting the context
Requirements advisor view
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Multi Channel Architecture
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Multi Channel Architecture
Problems

� Data represented redundantly

� High costs for replication and multiple storage

� Inconsistencies between replications across channels

� I already changed that address in the branch!

� Why are you recommending the product again?

� Why can’t I see the transfer from the ATM in my statements?

� Missing access to information

� How is the state of my complaint?

� I would like to open a new product?
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Multi Channel Architecture
Services Based
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Multi Channel Architecture
Evaluation Service based 

� Data represented centrally

� Minimal costs for storage

� No Inconsistencies across channels

� Shall we send the information to your new email-account!

� Since you already know the product via internet, …

� The balance includes the withdrawal from the ATM!

� Full access to information

� Can I help you with your problem in Internet?

� Would you like me to create an appointment with your advisor?
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Sales Support
Functions 1

� Activity/Contact Workflow

� Every sales-relevant activity with the 
client should be documented

� Activities follow a Life-Cycle, are created, 
assigned, reassigned, …, closed

� Normally they are associated to contacts 
with the clients (branch, mailing, inbound 
or outbound calls, internet)

� Can be created by:

� Manually by advisors

� Automatically by product systems 
(follow up, when product expires)

� Automatically by campaign 
management
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Sales Support
Functions 2

� Cross Selling

� Customer 
Segmentation/Prod
uct Affinities

� Realtime
Treatment/Cross 
Selling Hints taking 
the contact-context 
into account

� Offer a 
mortgage 
after marital 
status 
changes

� Offer higher 
interest if high 
money 
transfer to 
other 
institution is 
planned
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Sales Support
Functions 3

� Sales Targets

� Definition of Sales 
Targets for 
Advisors/Teams/Bran
ches/Regions/Entities

� Breakdown by 
Product Groups
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Sales Support
Functions 4

� Sales Revenue Calculation

� Hierarchy of Products

� Per Product, calculation of revenue/margin
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Sales Support
Functions 5

� Sales Reports

� Comparison of actual 
sales versus targets for

� Advisors

� Teams

� Branches

� Regions

� Legal Entities
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Campaign Management
Functions

� Campaign Definition

� Definition of Campaign Goals

� Definition of Target Group

� Definition of Channel (branch, mailing, outbound calls, …)

� Scheduling of execution 

� Campaign Execution

� Client Contact

� Feedback

� Re-Planning

� Campaign Evaluation

� Answer Rate

� Sales

� Effectiveness
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Challenges and chances
Summary

� Customers are becoming more demanding and less loyal.

� A flexible offering via multiple, integrated and combined channels is required.

� Advisors should be unburdened from routine tasks e.g. transaction execution:

� With attractive self service simple tasks can be outsourced to the clients.

� Integrated workflow systems can quickly pass tasks to the back office.

� Routine Cross Selling can be actively supported by CRM-Systems.

� Messages should be consistent across communication channels.

� Instead they should focus on expert advice

� Use superior knowledge from personal contact to advise customers on innovative solutions to 
their needs
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