
digital banking + modern bank marketing
BRAND, DIGITAL,  DATA, EXPERIENCE



Agenda 9:15 am Start With Brand

10:15 am Break

10:30 am Brand Exercise

9:00 am Welcome!

Noon Lunch!

11:00 am Brand Presentations

1:00 pm Build A (Digital Banking) Product

1:30 pm Product Presentations

2:30 pm Break

2:45 pm Customer Experience

3:30 pm Closing Out!



Setup

Brand - What is it? How do you build it?

Digital - It’s become the default. How do catch up? 

Data - The foundation of great CX today. 

Customer Experience - Big buzz word, but the key to success.

Product - What do the people want? Do you have it?



Is your instructor 
qualified?

Past: Former Banker (Marketing, 
Digital, Lending) 

Present: Agency Owner. Dedicated 
to Financial Services. 



start with BRAND



What brands do you most admire? 



Brand Admiration

1970s: Polaroid, Texas Instruments, Hot Wheels

1960s: Western Electric, Barbie

1950s: Matchbox, Silly Putty 

1940s: Sunbeam, Zippo, Slinky

1980s: Sony, Cabbage Patch, Commodore

1990s: Nokia, Motorola, Nintendo 



Survey Says…

On a scale from 1 (terrible) - 10 
(as strong as Nike), how would 
you rate your bank's brand?



Survey Says…

What one word 
describes what makes 
your bank great?

40% : Community/Local

40% : People and Relationships

10% : Customer Service

10% : Other (Culture, Tech, Product)



Brand

The marketing practice of creating a name, symbol or design that identifies and differentiates a product from 
other products.



Brand



Brand Archetypes



So, About Bank Brands…













Demographic Delusion





__



Audience



Choosing An Audience



Brand Positioning

[Our company] is targeted toward [core customers] who want [what 
they want]. [Our company] offers [how you propose to give the 
customer what they want] and makes customers [how your company 
makes them feel].



Brand Positioning

Slack is the collaboration hub that brings the right people, 
information, and tools together to get work done. From 
Fortune 100 companies to corner markets, millions of 
people around the world use Slack to connect their teams, 
unify their systems, and drive their business forward.



Brand Positioning



Brand Positioning



Brand Positioning



Brand Positioning



Brand Positioning



Bank Brand Positioning



Brand Ambassador



let’s BREAK



BRAND Exercise



BRAND EXERCISE

Target Audience
Brand Archetype 
Brand Positioning Statement
Your Name / Logo 
A Description of What Makes You Different
2-3 Marketing Ideas to Launch A Product or Service

30 - 40 minutes. Create a single, shared document and choose your presenters! 



build a (digital) PRODUCT



What are the top three apps you use 
on your phone today?

Be honest.



Digital
Digital is the default today. 

Online/Mobile Banking
Social Media

Websites

Content

Email
Digital Payments

PFM (Personal Financial Mngt)

Digital Products/Service Digital Marketing

Chat Support



Digital Product



BRAND

NEED

CUL TURE



Digital Product



Digital Product





Digital Product





Digital Product History

2003 : What’s a fintech? We’re trying to install online banking. 

2009 : Banks are terrible. We need something new.

2012 : These new fintechs are going to kill banking as we know it.

2016 : Fintechs really need banks to scale. 

2020 : Banks are the backbone of our country. Fintechs and banks need to 
work together for the customer.  



Digital Product

How do you create a great digital product? 



• The “new hustle” 
•Re-parenting in grandkids’ lives
• Retirement and travel
• Fraud protection for me, Mom and Dad

60 / 70 somethings



40/50 somethings

• Short-term savings, transaction saving
• Empty nests
• “Change your mind” multi-card 

management
• Tax refund reward bonuses with practical gift 
cards



20/30 somethings

• Text banking
• Student loan reduction rewards
• Pet charity
• Travel rewards 
• Home affordability coaching 



Teens / 20 somethings

• Voice and text banking
• Influencer connections
• Privacy
• Altruism and social impact
• Is it still a “checking” account? 





Digital Marketing



Your Digital Storefront



Your Digital Storefront

S o u r c e :  T h e  D i g i t a l  G r o w t h  I n s t i t u t e





Digital Advertising

of cl icks on mobile 

are mistakes.



Digital Advertising









How to Market Today









Content



EARN ED  MED IA 
CH AN N ELS

OWN ED  MED IA  
CH A N N ELS

P A ID  
MED IA  
CH A N N ELSPPC

SOCIAL ADS
INF LU ENCERS

RETARGETING

WEBSITE
SOCIAL 
CHANNELS
BLOG
EMA IL 
NEWSLETTER

MENTIONS
SHARES
F ORU MS
REVIEWS

GU EST POSTS

Content Channels



Types of Content



“Oh boy, my bank has a blog!”

- No One



Used to promote Ben Franklin’s 
printing business, offering a mix of 
weather, household hints, puzzles, and 
amusements. 

Poor Richard’s Almanack
John Deere’s publication, providing 
farmers with tips on how to be more 
efficient. 

The Furrow
Jell-O produced a cookbook 
and focused ads around how 
Jell-O can be used in various 
recipes. 

Jello-O’s Recipes

1732 1895 1920s

First English retailer of books 
promotes his manual for 
priests.  

Caxton’s Book Ad

~1476

A Brief History



The serial drama, named a “soap 
opera” after its sponsor, ran from 1933 
- 1960. Plot lines revolved around 
small town life of a family raising three 
children. 

Oxydol’s Ma Perkins
Content took a backseat during the 
golden era of advertising, but new 
channels signaled the coming return of 
content. 

Advertising + Multi-Channel
Online, social, and mobile eras 
emerges and content steadily 
gains traction as the tactic de 
jour. 

Rise of Content
WLS (World’s largest Store) 
radio, with content provided 
by the Sears-Roebuck 
Agricultural Foundation, went 
live in 1924, featuring musical 
and comedic artists, farm 
and civic programming, and 
more.

Sears Thought Leaders

1930s - 1950s 1950s - 1980s 1990s - present1920s - 30s

A Brief History



PURPOSE & PLANNING

Nothing is New…



…And Not Everything Is 
Worth Curating.

PURPOSE & PLANNING



FAQs





PRODUCT Exercise



PRODUCT EXERCISE

Describe your product in less than 30 seconds. 
Write out features and benefits of your product. 
Write which audience your product best serves. 
Connect your product to your brand. 
Describes what makes your product different.
Provide 2-3 ideas for how you will market your product.

30 - 40 minutes. Create a single, shared document and choose your presenters! 



create CX





Survey Says…

What is the best
customer experience 
in your bank? 

50% : Customer Service

35% : Branch Staff

15% : Product



Survey Says…

What is the worst
customer experience 
in your bank? 

30% : Technology

25% : Ops / Process

20% : Lack of Speed

5% : Other (Etiquette, Service)

20% : Product Knowledge



Survey Says…

What is your best
product or service? 

30% : Customer Service

30% : Loans

13% : Niche Accounts

7% : Other (Private Banking, HELOC, Rewards)

13% : Technology (ITMs, Security)



Data + People = Great CX

• Core bank data

• Digital banking behavioral data

• MCIF data

• Survey / Voice Of The Customer 

• Marketing analytics 



Understudied: 
why people transact

Overstudied: 
how people transactions



Data



Data



Put some 

on it  and send it  

down the road! 



Tech Stack



Marketing Stack



Data
Main Areas Examples Where You Find It

Demographics Age, Race, Ethnicity, Gender, Marital Status, 
Income, Education Level, Employment Status 
Gender

Core systems, CRM, email 
databases, data warehouse, wealth 
management systems, credit or 
debit card rewards systems

Relationship/Product Relationship start date, account open date, 
length of relationship with a particular product, 
account balance, type of product/service, 
products per HH

Core system, CRM systems

Behavioral Number of transactions by channel, mobile 
banking login in last 30 days, # of external 
transfers, HH income trajectory, click on an ad, 
length of time on a landing page, email content 
click

Google analytics, email solutions, 
marketing automation solutions, 
ad tracking tools



Data



Data



Customer Experience



The CX Leaders



The Zappos Model

Easy-to-find contact info : We want you to call us!

Unlimited call times: we’ll sit here with you as long as you’d like. 

No phone tree, no scripts: giving employees the outline and letting their personalities shine.

Authority : giving employees the means to make a difference.



Did You Smell That?

Dirty boats 

Baked goods and 
popcorn on Main Street

Orange groves and ocean 
mist



How Does Your Bank Smell?



The Bank Experience







The Bank Experience



The Bank Experience



The Bank Experience

of all consumers say 
text is the fastest 
way to reach them.

of all text messages 
are read within three 
minutes.



FIRST NATIONAL: 

Heading back to 

school?  We put 

some savings tips 

for the semester on 

our blog. 

tp7.us/college



FIRST NATIONAL 

Employees: 

Mention this article 

to customers who 

have kids headed 

to college. 

tp7.us/college









Sales Cycle



Meet Jessica
She’s a 35-year-old HR Professional
and she just landed a new job in a new city





Thanks for stopping in!
I’ll just enter your
information so when 
you’re ready to discuss, 
we won’t waste your 
time.



Oh, they offer 
account benefits for 
employers!  I  need to 
discuss this with my 
company.



Customer
Information

Customer 
Behavior

29 Years Old
$1,234 Monthly Average 
Balance
Has Online Banking 

$50–$100 annual revenue 
customer?

Visits SBA lending page
Sends $810 payment to 
Lightstream Auto

Has not logged into OLB in 
120 days

$10,000 annual revenue 
client?



Old Data New Data

Gender
City

Email

Employer

HH income

Contact info

Twitter Handle
Location “Buzz”
Engaged Email

Channel Scores
Industry

HH Income Trajectory
Preferred contact window / 
method 



Excuses

1. I hate our Core. 

2. That’s not my job. 

3. My compliance officer gives me night terrors. 

4. We don’t have time. 

5. We don’t have the resources. 

6. I have a sharp pain in my lower abdomen. 



Just Remember This…



Email // hunter@hifiagency.com

Get In Touch

LinkedIn // hunteryoung

Twitter // ehunteryoung

Agency // hifiagency.com

Podcast // financialexperiencepodcast.com



digital banking + modern bank marketing
BRAND, DIGITAL,  DATA, EXPERIENCE


