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TRIGGERS

DIALOGUE
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Firm infrastructure

Human resource management

Technology development

Procurement

ServiceMarketing 
and sales

Outbound 
Logistics

OperationsInbound 
Logistics
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orientation

communicate the offer

purchase/install

transaction management

problem solving

help/service

new needs

new propositions
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orientation

communicate the offer

purchase/install

transaction management

problem solving

help/service

new needs

new propositions

needs

propositions

TV/Radio

Print

Mail

Retail/FTF

Call Center

Website

E-mail

……
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orientation

communicate the offer

purchase/install

transaction management

problem solving

help/service

new needs

new propositions

needs

propositions

Channel a

……

Channel z

touchpoints touchpoints touchpoints touchpointstouchpoints

price performance image

recommend continue grow
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Product

Prijs

Promotie

Distributie

Brand 

Media en 
kanalen

Netwerk, 
community

Managing 
product 
lifecycle

Managing 
customer 
lifecycle

Disru
ptie
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Short term Long term

Interactive Anticipative

Singular Repetitive
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Contact 
customer

%$

%$

%$

Offers

BB

AA

CC

CC

Campaign Optimization:
Select the best offer for
each customer

1 Channel Optimization:
Select the best channel for
each customer

2

Interaction Policies:
Avoid overloading of customers

3
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BedankpaginaBedankpagina

BevestigingscallBevestigingscall
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Bedank-
moment

Direct 
Mail 

Direct 
Mail E-mailing prebedankers

2 weken voor TLM
E-mailing prebedankers

2 weken voor TLM

TLM prebedankers
6-10 weken voor afloop abonnement:

•Cadeauabonnementen
•Proefabonnementen

•Prebedankers
•Bladcadeau

TLM prebedankers
6-10 weken voor afloop abonnement:

•Cadeauabonnementen
•Proefabonnementen

•Prebedankers
•Bladcadeau

TLM bedankers
2-6 weken na 

afloop abonnement:
•Bedrijfsabonnementen

•Bedankers

TLM bedankers
2-6 weken na 

afloop abonnement:
•Bedrijfsabonnementen

•BedankersReal Time RecoveryReal Time Recovery

Einde 
abonnement

E-mailing bedankers
2 weken voor TLM

E-mailing bedankers
2 weken voor TLM

����	������	������	������	��$ $$$
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Direct 
Mail 

Direct 
Mail 
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Time

Revenue

Loss

Less Loss

Profit
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7x increase in response rate, 80% reduction in costs

More Efficient
Acquisition

Longer Lasting
Relationship

More Frequent
Up/Cross Sell

Time

Revenue

Loss

Less Loss

Profit
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More Efficient
Acquisition

More 
Profit

Longer Lasting
Relationship

More Frequent
Up/Cross Sell

Time

Revenue

Loss

Less Loss

Profit

100% improvement in response for Business Highway up-sell 
campaign
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More Efficient
Acquisition

Longer Lasting
Relationship

Even More 
Profit

More Frequent
Up/Cross Sell

Time

Revenue

Loss

Less Loss

Profit

Improved retention of core high value products, increasing 
bank’s overall profitability by 10-20% 
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Communicatie wordt continu
getriggerd op basis van 
individueel gedrag
van de klant!
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Er bestaan geen 
domme vragen, 

wel domme 
antwoorden...
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