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Sales and Marketing Strategies in Retail Banking Glossary

1. Acquisition Strategy: The plan and actions taken by a retail bank to attract new customers and increase
market share. This strategy typically includes offering competitive products and services, targeted marketing
campaigns, and incentives to encourage new customers to switch to the bank.

2. Average Revenue Per User (ARPU): A key performance indicator that measures the average revenue
generated by each customer over a specific period. Retail banks use ARPU to track customer profitability
and identify opportunities to increase revenue through cross-selling and upselling.

3. Brand Awareness: The extent to which customers recognize and associate a retail bank with its products,
services, and values. Building strong brand awareness is essential for attracting new customers and retaining
existing ones in a competitive market.

4. Churn Rate: The percentage of customers who stop using a bank's products or services over a specific
period. Retail banks monitor churn rate to identify reasons for customer attrition and implement strategies
to improve customer retention.

5. Cross-Selling: The practice of offering additional products or services to existing customers based on their
needs and preferences. Retail banks use cross-selling to increase customer loyalty, revenue, and profitability.

6. Customer Lifetime Value (CLV): The predicted revenue a retail bank expects to earn from a customer over
their entire relationship. CLV helps banks identify high-value customers, customize marketing strategies, and
allocate resources effectively.

7. Digital Marketing: Marketing strategies and tactics that leverage digital channels such as social media,
email, search engines, and websites to reach and engage customers. Retail banks use digital marketing to
promote products, enhance brand visibility, and drive customer acquisition.

8. Market Segmentation: The process of dividing a target market into distinct groups based on
demographic, psychographic, behavioral, or geographic characteristics. Retail banks use market
segmentation to tailor products, services, and marketing campaigns to specific customer segments.

9. Net Promoter Score (NPS): A metric that measures customer loyalty and satisfaction by asking customers
how likely they are to recommend a bank to others. Retail banks use NPS to assess customer advocacy,
identify areas for improvement, and track performance over time.

10. Product Differentiation: The process of creating unique features, benefits, or attributes that set a bank's
products apart from competitors. Retail banks use product differentiation to attract customers, increase
market share, and build brand loyalty.
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11. Relationship Marketing: A customer-centric approach that focuses on building long-term relationships
with customers through personalized communication, exceptional service, and continuous engagement.
Retail banks use relationship marketing to enhance customer loyalty, retention, and advocacy.

12. Retention Strategy: The plan and initiatives implemented by a retail bank to retain existing customers
and prevent attrition. This strategy often involves personalized communication, loyalty programs, and
proactive customer service to enhance customer satisfaction and loyalty.

13. Segmented Marketing: A marketing strategy that targets specific customer segments with tailored
products, offers, and messages. Retail banks use segmented marketing to increase relevance, engagement,
and conversion rates among different customer groups.

14. SWOT Analysis: An analytical framework that evaluates a bank's strengths, weaknesses, opportunities,
and threats to inform strategic decision-making. Retail banks use SWOT analysis to assess internal
capabilities, external market conditions, and competitive positioning.

15. Target Marketing: A strategy that focuses on identifying and reaching specific customer segments that
are most likely to be interested in a bank's products or services. Retail banks use target marketing to
optimize marketing ROI, increase customer acquisition, and drive business growth.

16. Upselling: The practice of encouraging customers to purchase higher-value products or upgrade
existing services. Retail banks use upselling to increase customer spend, maximize revenue, and enhance
customer satisfaction through personalized recommendations.

17. Value Proposition: The unique benefits, solutions, or value that a bank offers to customers to address
their needs, challenges, or aspirations. Retail banks use value propositions to differentiate themselves from
competitors, attract target customers, and drive customer engagement.

18. Viral Marketing: A marketing technique that relies on customers to promote a bank's products or
services through word-of-mouth, social sharing, or online recommendations. Retail banks use viral
marketing to increase brand awareness, reach new audiences, and generate buzz around campaigns.

19. 80/20 Rule: Also known as the Pareto Principle, this rule states that 80% of results come from 20% of
efforts. Retail banks apply the 80/20 rule to focus on high-value customers, products, or activities that drive
the majority of revenue and profitability.

20. Account-Based Marketing (ABM): A strategic approach that targets individual accounts or customer
segments with personalized marketing messages, content, and offers. Retail banks use ABM to deepen
relationships, increase engagement, and drive conversions among key accounts.

21. Artificial Intelligence (AI): Technology that enables machines to perform tasks that typically require
human intelligence, such as data analysis, decision-making, and language processing. Retail banks use AI to
automate processes, personalize customer experiences, and improve operational efficiency.

22. Behavioral Economics: A field of study that combines psychology and economics to understand how
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individuals make decisions and choices. Retail banks use behavioral economics to optimize product design,
pricing strategies, and customer interactions based on cognitive biases and heuristics.

23. Call to Action (CTA): A prompt or instruction that encourages customers to take a specific action, such as
making a purchase, signing up for a service, or contacting a bank. Retail banks use CTAs in marketing
materials, websites, and communications to drive conversions and engagement.

24. Content Marketing: A strategic approach that focuses on creating and distributing valuable, relevant,
and consistent content to attract and engage a target audience. Retail banks use content marketing to
educate customers, build brand authority, and drive traffic and leads.

25. Conversion Rate: The percentage of website visitors, leads, or prospects who take a desired action, such
as making a purchase or signing up for a service. Retail banks track conversion rates to measure marketing
effectiveness, optimize campaigns, and improve customer acquisition.

26. Customer Acquisition Cost (CAC): The total cost incurred by a bank to acquire a new customer, including
marketing, sales, and operational expenses. Retail banks calculate CAC to evaluate the efficiency of
customer acquisition strategies and determine the return on investment.

27. Customer Relationship Management (CRM): A technology system and strategy that manages
interactions and relationships with customers across multiple touchpoints. Retail banks use CRM to
centralize customer data, track interactions, and personalize communication to enhance customer
experience and retention.

28. Data Analytics: The process of analyzing, interpreting, and visualizing data to gain insights, inform
decision-making, and optimize business performance. Retail banks use data analytics to understand
customer behavior, identify trends, and improve marketing strategies and campaigns.

29. Email Marketing: A marketing strategy that uses email to communicate with customers, promote
products, and drive engagement. Retail banks use email marketing to deliver personalized messages,
nurture leads, and build relationships with customers through targeted campaigns.

30. Gamification: The application of game elements, mechanics, and design techniques to non-game
contexts, such as marketing, education, and customer engagement. Retail banks use gamification to
incentivize customer behavior, increase engagement, and drive loyalty through interactive experiences.

31. Influencer Marketing: A form of marketing that identifies and partners with influential individuals or
organizations to promote a bank's products or services to their audience. Retail banks use influencer
marketing to reach new customers, build credibility, and generate buzz around campaigns.

32. Key Performance Indicators (KPIs): Quantifiable metrics that measure the performance, effectiveness, and
success of a bank's sales and marketing strategies. Retail banks use KPIs to track progress, identify trends,
and evaluate the impact of initiatives on business objectives.

33. Lead Generation: The process of attracting and capturing potential customers or leads who have shown
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interest in a bank's products or services. Retail banks use lead generation to build a pipeline of prospects,
nurture relationships, and drive conversions through targeted marketing campaigns.

34. Mobile Marketing: Marketing strategies and tactics that target customers through mobile devices, such
as smartphones and tablets. Retail banks use mobile marketing to reach customers on-the-go, deliver
personalized messages, and drive engagement through mobile apps, SMS, and push notifications.

35. Omnichannel Marketing: A coordinated approach that integrates multiple channels, such as online,
offline, mobile, and social media, to provide a seamless and consistent customer experience. Retail banks
use omnichannel marketing to engage customers across touchpoints, drive conversions, and enhance brand
loyalty.

36. Personalization: The practice of tailoring products, services, and marketing messages to individual
customer preferences, behaviors, and needs. Retail banks use personalization to enhance customer
experience, increase engagement, and drive conversions through targeted and relevant communication.

37. Predictive Analytics: The use of statistical algorithms and machine learning techniques to forecast future
outcomes, trends, or behaviors based on historical data. Retail banks use predictive analytics to anticipate
customer needs, optimize marketing campaigns, and make data-driven decisions to drive business growth.

38. Search Engine Optimization (SEO): The process of optimizing a bank's website and online content to
improve visibility and ranking in search engine results. Retail banks use SEO to increase organic traffic,
attract qualified leads, and enhance brand awareness through relevant and high-quality content.

39. Social Media Marketing: Marketing strategies and activities that leverage social media platforms to
engage customers, promote products, and build brand awareness. Retail banks use social media marketing
to connect with customers, drive engagement, and create meaningful interactions through targeted
campaigns and content.

40. Storytelling: The art of crafting and sharing narratives that evoke emotion, resonate with audiences, and
communicate a bank's values, mission, or brand identity. Retail banks use storytelling to engage customers,
build trust, and differentiate themselves through compelling and authentic stories that resonate with
customers.

41. Thought Leadership: A strategic approach that positions a bank as an industry expert, innovator, or
authority through thought-provoking content, insights, and perspectives. Retail banks use thought
leadership to build credibility, influence customer perceptions, and drive engagement through valuable and
informative thought leadership content.

42. User Experience (UX): The overall experience and satisfaction that customers have when interacting with
a bank's products, services, or digital platforms. Retail banks focus on UX to optimize customer journeys,
enhance usability, and improve engagement through intuitive and user-friendly design and functionality.

43. Video Marketing: A marketing strategy that uses video content to engage customers, tell stories, and
promote products or services. Retail banks use video marketing to capture attention, deliver messages, and
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drive conversions through engaging and visually appealing video content across channels.

44. Value-Based Pricing: A pricing strategy that sets prices based on the perceived value that customers
attribute to a bank's products or services. Retail banks use value-based pricing to align pricing with
customer expectations, differentiate products, and maximize profitability through value-driven pricing
strategies.

45. Zero Moment of Truth (ZMOT): A concept that describes the moment when customers research,
evaluate, and make decisions about a bank's products or services before engaging with the brand. Retail
banks focus on ZMOT to influence customer perceptions, provide relevant information, and shape customer
decisions through digital touchpoints and content.

By mastering these sales and marketing strategies in retail banking, professionals can effectively attract,
engage, and retain customers, drive business growth, and achieve competitive advantage in a dynamic and
evolving industry.
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