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3 Ways CX Data
Helps Customer-Centric
Banks Drive Loyalty

v BANCNG DIVE v Lt e g B Sy



v we> >

4,00 S e 9 (bbb JelGasy, @
BoB ol -naa o o0 0 i sy L[ @

B2B uLl)J...LA A 5 dgupn sl o, @



S5k (Folss Wig

il Joaws
Jgrozxo (1LHLL
SI9=xo




0 Jud U415
5 Gl ol g Jagme (JLasl el 6l p gl ) godss slasygl B 0l @

TN ST W TR PR Slysl o &5)*“*" )'°"*’ JB'b

03 pidal (6 ) LRe aueBlyg (039 38l cudly (SuSL ) dd ySawa (rudo YL YIS p3 (E9oe Hogd

ORI W 9 Ludsl



B i (3l 313 o Sutd ks 9 492 Slov

J—= ol $lp Qs Ojae 4 g Sl (ygay (5 fdo o @ o Slwl @

10 3Ly guaols g yLudl g s Jolrino (o Jodd A bl A




s b a5 ols VA Jlo a g ke Sl j0 (g ie 40 popte 550, L @
Ly LQ ‘ (O (R cd.)d; oolazwl d..a)?u Slasl C)LEM:‘ L’U"Jﬁ‘ 6‘)" )9“'..5/

oyl a8 |wuowoymu|moﬁwgvmf¢|owu9b

/

ol 00l a4y yed olail o lg (Dleas slaidl g s olaidl (g5, 5liS olaidl

qualtris™

SeLl MMGF -
?.?m‘“’qm




- -
)“ LS)'*—“*" u»Lw.‘ﬂg s_f‘)é‘ 6_15
o oo ju O puiinne 442 g0

‘QW ‘Qup GQYW

S 9 g ub)..»dw.o plw ‘CJLSS)U

el ol



Sl o s JolS 43

Customer Journey Road

fullstory

INTEREST RETENTION

FINISH

AWARENESS PURCHASE ADVOCACY
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CONSUMER JOURNEY?

‘ ATTENTION JMJ‘ INTEREST |f}’ DESIRED Hl:\‘ ACTION 1

[ AWARENESS ] ‘ ATTITUDE ’ ‘ ACTION ’ ‘ ACTION AGAIN ‘

[AWARENESS] [ APPEAL ] { ASK ’ ‘ ACTION ’ ’ADVOCADE’
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Collecting information about Providing the tool to, . Marketing supporting tool
interaction with the customer | © Gommunicate with
the customer

« Increasing customer loyalty

Increasing customer = !Jsmg cu'stomer -
information

satisfaction
. Analyzing the behavior
+ Customer feedback of customer lifecycle

Reducing the chance of

* Sales supporting system
losing a customer
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“Gartner has predicted that B2B
companies with e-commerce
personalization will outsell by 30%

competitors that are not providing
a personalized experience.”

-Lumoa
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" 85%

of B2B customers

_______________

& say that the buyer experience
| @ Is as important as the product
or service.

Source: CustomerFirst

SSSSSSSSSSSSSSSSSS



AL
ALY L P P




P




B2B oyb s o y Ui

3,5 a0 JLs 4o Les as B2B b i jl sy A J8las O

Sl azsls B2C aslivn g3 ,5 4,00 15,1 sl asl siwa

1Y _ow

MARKETING

e N




B2B ol sivo o yUiit

Ol i Lol 390 83,95 8,5 Jluil OYulas & B2B L ,I5L aeidsS o
B2C b5l 5 1) ol Lass 9 ssiws Jlusw s JLE 5l osliiwl sali B2B
X1 03,5 Ay o3

o3b 5l g8 b awslio ;0 BaB Llge sleiasChl 5l ooliiwl (sl Lol

.Cu»'b.))s.&.fb) o D YO-

Mofor Advantoges of vsing o
B2B eCommerce

Mobile App €




... gt

B2B ¢yl o o1 y WLt

s A5,0s Ylaebl a5 SLsS o L aS A uols b i jl 30,0 4Y <
9 bl aLdly (¢ w60 ki T a4 (1,5 SleMbl &51H1 4

ad o ail)l LQAT L1y sloads silw (o



B2B oyl yiio 04U

9 Gl bl b S b salgs 0 L a5 B2B ol i @

ash xax Ll a1y sload ilw pasd Slas LT Sledbl

Do Al pogas g el Sledbl el 5,15 WS

F::RTINET

i,




Sl onx SN @ 3 @ 5 (g wges

B2B ¢yl pino






9 Losls o9l goz 53 LS 1 5l ol 2a3 0 OLES 5,5 (Slowmy 2 @
slaosls L5k o B2B sleilo il 51 sl 25,15 Jins LT Jaloxs

S0 Lalhs Bl & ob ad

sarthner




Top Challenges in Providing an Exceptional Customer Experience

according to survey respondents, 2027 data

Lack of communication between
teams

Misaligned efforts and goals
between teams

Lack of unified view of the
customer

Inability to acquire and retain
talent

Ineffective leadership
Inadequate or inaccurate data

Missing or inadequate technology

| |

42%

33%

2%

29%

o

26%

25 30 35 40 45

Designed hy @’/b FinancesOnline

46%
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Happy Employees '

A Happy Customers
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