
Background and Diagnosis

While they were holding a monopoly on a 
popular banking product until 2009, our
customers have seen, since the opening of 
the market, a significant decrease in their
customer base, due to the aggressive policy
of conquest of the competition. However, 
they keep a very important client portfolio, 
much of which is difficult to value: small 
customers or clients without regular contact 
with the bank. To winback these customers, 
a new strategy to put the needs of the 
customers at the heart of the business 
relationship has been established.

The network’s trade policy has been 
focused on driving gross sales for a long 
time. This new strategy focuses on loyalty
and long-term relationship, and involves a 
deep change in business practices of 
advisers and operating practices of the 
whole management, from agency managers 
to executive board members

Implemented Approach

Therefore the network undergoes a major 
paradigm shift.The culture change and the 
appropriation of new practices could only 
come from the ground.

This is why the Laboratory Approach was 
used and involved commercial and branch 
managers in the first place, but also the 
whole management  line of the network.

Achievements

We worked with half of the mutual bank’s 
network, with 10 to 40 pilot branches for 
each credit union :

• With advisors about their organization 
and their business practices,

• With all management line to change 
management practices and performance 
management.

In parallel, we developed skills of the 

customer’s teams to enable them to bring 
the approach on their own to the other 
branches. Thus, the deployment of the 
approach to the entire network was 
secured.

The results are outstanding : an increase in 
net sales per FTE two times faster in the 
branches after their passage in the 
Laboratory.

Reinventing business practices with the field to strengthen 
customer loyalty of a bank

« I am amazed by the development of the teams 
and the transformation of the staff. Each final 
presentation meeting is a real breath of fresh air. »

Management Board member in charge of retail 
banking


