
Customer
Experience
Differentiation  

The Art of Standing Out from the Crowd
Banking is changing rapidly due to issues such as the drive to digital; increased regulation; margin compression; 
increased competition and especially the changing demands of customers. This 3-day programme addresses  
these challenges and shares data on trends from within the African banking and non-banking sector. It is designed  
to give attendees the insight and tools to differentiate their offerings to build a successful and future-proof strategy.

The Challenge of Commoditisation

Banks are often seen by customers as being broadly the same – offering similar products with similar prices with  
similar processes in similar locations. The products have become commodity offerings with little or no perceived value 
differentiation between banks. 

We look at other sector companies that customers interact with on a regular basis, analysing best practice in other 
industries and helping attendees to transfer that knowledge and approach into their own day to day activities. 

Methodology

The programme is about practical learning and examples. Attendees take away real actionable ideas, innovations  
and plans designed to improve performance, boost shareholder value and increase customer advocacy and loyalty.

We use the following teaching techniques 

•	Short	formal	presentations	to	explain	the	principal	issues	

•		Review	of	topical	articles	and	exercises	to	illustrate	the	practical	applications	 
of the products and associated sales issues 

•	Group	discussions	

•	Case	studies	from	international	and	local	banks	as	well	as	the	non-banking	sector	

•	The	unique	“customer	experience	store	tour”

For a full list of programme dates, visit  
www.customerbuyology.com 



The day is led by 
John Berry 
an international banking expert 
across all distribution channels. 

Typical Agenda

For a full list of programme dates, visit  
www.customerbuyology.com 

Day 1
Market Insights  
and Trends

Examining the latest trends in global banking with a focus on local market issues and challenges. Learning  
from people, premises, product and promotion perspectives to gain an insight into what the market leaders  
are achieving in terms of customer centricity. The session will share key recent banking research findings

Priorities Analysis of priorities to deliver enhanced customer experience, and what the changes and impacts will  
be for customers, costs, profits, revenues, marketing, staff and shareholders. Developing methods of delivering 
an excellent customer experience. 
Learning from non-banks and how they deal with the growing multiplicity of channels and products, and 
learning from successful customer-centric businesses.

Barriers to Increasing 
Business

Understanding	the	barriers	and	why	they	exist.	Reviewing	barriers	in	attendees’	existing	business	models	 
and how they might be removed for the benefit of improved customer focus and increased advocacy.  
Learning from customers how they see existing bank services, products and people.

Day 2
Distribution Exploring traditional and digital options for the future and what they mean for banks  The role of customer 

segmentation and matching customer to channels. How the choreography of the team can influence bottom 
line performance, and getting the balance right to deliver profitability. 

Revenue Growth Looking	at	where	you	should	place	focus	and	money	for	the	maximum	return.	What	is	the	“revenue	wall”	 
and how do you tap into the revenue opportunity? How the customer drives the results, and examining banks 
that deliver higher revenues from their differential approach to customers.

Customer Experience Exploring why banks fail so often to deliver the experience customers require. The value of investing in  
service and how it can be measured for profit. Examples of leaders who deliver excellence and examining  
the elements required for success. How to implement service-based reward systems and how to deliver 
increased loyalty at a lower cost.

People The power of the front line to deliver results. We examine some real life examples of what works and how  
to build powerful relationships that mean customers want to buy. The difference good leadership makes,  
and the best methods being used for recruitment, training and development around the world.

Local Marketing and 
Communications

Innovations in communications and why marketing needs to change to be successful. Using customer insights  
to be one step ahead of the competition and understanding how to influence customer behaviour to enhance 
sales. We also explore the impact of social media on how banks are perceived, and building retention  
and advocacy.

Day 3
Customer Experience 
Store Tour 

Our	unique	Customer	Experience	Store	Tour	which	includes	visits	to	a	range	of	leading	retailers	and	banks	in	
order to benchmark service delivery in different industries. The day starts with a full briefing, an accompanied 
tour and a debriefing session to share and understand key lessons from the tour experience. 


