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THERE IS A PROBLEM
WHY MANY FINANCIAL INSTITUTIONS LIKELY

ARE NOT GAINING CUSTOMER
MARKET SHARE AS THEY SHOULD.



CLARITY IS 
CRITICAL



You need a documented 
customer journey.  



“You can’t have predictable growth if you 
haven’t first documented how strangers 
become prospects, prospects become 

customers, and customers become raving 
(and referring fans)…”



The 6 - 8 Pillars of the Customer Journey help you with a 
detailed documented Journey.

You can’t jump from Awareness to Advocate

You must not skip steps of the Journey, no matter how 
much pressure you are under to get results immediately.

You have to know who your Audience is first. Complete 
your (Customer Avatar for each product line)
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THE CUSTOMER JOURNEY

• The Customer Value Journey delivers 
what every company needs…a 
predictable flow of customers from 

scratch

• Aligns business objectives across 

departments (so no more silos and turf 
wars between marketing and sales)

• Aligns the customer’s interests with the 
company’s interests (because the goal 
is long-term financial success…not 

merely a new account)

• Establishes a shared vocabulary (so 

now everyone in the organization 
agrees on the definition of a “lead”)



THE CUSTOMER JOURNEY MAP

Awareness - Prospect sees 
an ad, finds you in search, 
hears about you via referral, 
etc.
Engage - Prospect reads a 
blog post, engages on social 
media, watches a video, etc.

Subscribe - Prospects opts 
in to receive targeted 
content.



THE CUSTOMER JOURNEY MAP

Convert - Prospect opens an 
account or loan product.

Excite - Value is created 
from the transaction. 
Welcome gift card, or special 
welcome gift.

Ascend - Based on initial 
Interaction with the FI, now 
you can offer additional 
services to upsell.







Creating Content for 
Acquisition at the right time 
according to your Avatar, can 
build your desired audience.



Strategy #1 - Leverage 
Technology and Online 

resources to acquire new 
customers for Acquisition 



CASE STUDY ON
HERITAGE BANK





We evaluated 
analytics and saw 
customers coming 
to the website, but 
they had no way to 
interact with the 
bank!  



Dedicated Landing Pages



IMPLEMENTED A CHATBOT





In-House Online Application

Critical Information to get an email address immediately.



Personalized Experience throughout the application

Recommended popular accounts based on previous customers

Created an Online Wizard to assist with choosing the correct Account for them.

Ability to save the application and pick it up later.



Strategy #2 Implement 
Marketing Automation & 
Segmentation to Grow 

Existing Customer Base. 



DOCUMENTED

JOURNEY

ACTIONABLE

METRICS

TOOLS & 

TACTICS

Stuck in
the Mud

Bull in a 
China Shop

One Hit 
Wonder

= PREDICTABLE GROWTH



Email Marketing Automation
& Segmentation

Based on the product that was 
chosen

by the customer, they will get 
a

Personalized Journey.

Hyper-Personalized Journey



Deliver on personalized 
experiences for Consumers and 

Businesses that 
Make them your RAVING fans!



CLICK CHOICE ABANDONMENT WELCOMEOPEN RATE

EMAIL AUTOMATION & 
SEGMENTATION

Where ever the 
customer

Clicks an option in the 
email
For an interesting add-

on
We will trigger a set of 

emails 
To keep them sticky

In the application 
process, if the customer 

does not complete the 
process, we have an 
email that goes out to 

remind them after 60 
minutes, and continues.

We also send emails 
based on the customers 

email open rate. If they 
are active they get more 
offers, if they are not we 

try to find a way to 
engage them to be more 

active.

We always welcome our 
customers with a great 

email welcome that 
gives them options on 
engagement.



Clicks 

Journey 

Link

Clients Visit

Website Landing Page & Opts
in

SEO

SMM
Market

TV

Radio
Market

Print
CRM

Customer 

Relationship
Management

Online Account

Mortgage

HELOC

Lending

Tagged Journey

Tagged Journey

Nurture Customer & Grow

Customer Growth & Segmentation

Customers are on Different Journey’s

The Magic Happens here
with tagging



The Bank Leveraged PPP



Reasons 
and 

Meaning

Tags

Personal Lender

Cash Management

Investment 
Services

Email 
segmentati

on 

approache
s

Personalized
Experience

Email Segmentation
How can we help you Grow?



Use tools you already 
have



Web Forms built with PHP and HTML

Database was a Smartsheet Spreadsheet

MailChimp was the Email Platform

Integrated with Zapier to Automate the process

Personalized / Upsell Experience (Real People)

Marketing Automation & Segmentation





Strategy #3 - Leverage 
Customer Loyalty Programs & 
Incentives to retain Current 

Customers





Successful 
customer actively 

promotes your 
brand

Happy customer 
gives a testimonial 

or case study







Feature Your Customers





How can small FIs 
compete without big

budgets?



Use a customer Journey 
Map, so you can have 
predictable growth. Know 
where each customer is on 
that journey.



WOW Your 
Customers

On Digital and Inside the Branch! The Experience MUST BE 



Prospect sees an 
ad, finds you in 

search, hears about 
you via referral, etc.

Prospect reads a 
blog post, engages 
on social media, 
watches a video, 

etc.

Prospects opts in to 
receive gated 

content

Prospect makes a 
small 

purchase/schedules 
demo

Customer gets 
actual value from 

the initial 
transaction

Core Offer

Happy customer 
gives a testimonial 

or case study

Successful 
customer actively 

promotes your 
brand

Upsell

Expand

Retain



If you want to grow, you 
need to track the proper 
metrics, and Segment for 
growth.





Use the tools at your 
disposal, but keep 
innovating at your pace!



Questions?

#fbforum



LINCOLN PARKS
lparks@lincolnjames.net
@lincolnparks
404-267-0735

Thank you!


