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X-Buy 

Price Insensitivity 

Tenure 

Advocacy Strategy 
Customer Segmentation 
Know Your Customer / MoTs 
Value reciprocity  
Advertising / Communication / Distribution 

The Loyalty Equation 
You Customer 

Process Ease 
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It starts 
with the 
strategy
…  

Primary Bank Strategy 
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… Then 
with the 
customer Product 

Singular products 
capturing value 

Acquisition 
prioritised over existing 

customers 

Price led  
strategy with 

complimentary products 

Full Financial 
Ecosystem  

founded on products, 
services, analytics and 

communication 

Primary Bank Strategy 

Primary Bank Customers 

Customer  
Full Relationship value 

creation 

Value 
Exchange  

long term between 
customer & bank 



#IBMengageAU 

… And 
how well 
you know 

that 
customer 

THOUGHTS  
29.8% 

FEELINGS 
70.2% 

Source: ING DIRECT Brand and Customer Experience Research – Forethought Research  

Price 15.9% 
Reputation 7.6% 

Performance 6.3% 

Surprise 6.4% 
Happiness 11.7% 
Love 2.8% 
Pride 21.8% 
Contentment 7% 
Anger -7.5% 
Sadness -3.2% 
Anxiety -0.9% 
Shame -8.9% 
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… And 
how well 
you know 

that 
customer 

Source: ING DIRECT Customer Experience Research – Forethought Research 2012 
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Primary Bank 
Interest 

From 
Product 
Centricity 
…To 
Customer 
Centricity 

Consumer 
Credit 

Super 

TBC 

TBC 

Mortgages 

•  Repayment 
cashback 

Savings 
Accounts 

•  Primary Bank 
Bonus Interest 

Transaction 
Accounts 

•  Free ATMS 
•  Cashback 
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Communicating 
Value 
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Communicating Value 

10 
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Communicating Value… 
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Interest and rewards this financial 
year 
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Then realising 
value in return… 
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Leveraging partnerships to capitalise most 
effectively on the opportunity… 

.... Thanks IBM  
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Advertising: 
Leveraging 
Advocacy 
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Process - 
Maintaining 

Loyalty 
during the  
customer 
life cycle 
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Making mortgages easy. Applying for a transaction account or mortgage on your mobile! 
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From 
Loyalty to 

Royalty 
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1. SURVIVAL            
iMac to work 

 

2.  LOVE                      
iPod, iTunes for music 

3. PROCREATE                         
iWatch – the beginning of 
Apple’s new great luxury 
brand 
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The Bottom 
Line:  
ING  
DIRECT 
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Thank You 
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