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Building a  bra nd-led ba nk in Asia  P a cific

Bus ines s  S itua tion:
Our client, despite significa nt investment in building a  highly competitive product portfolio, wa s ma king little hea dwa y in severa l 
importa nt a rea s of their business. P a rticula r issues included a  sta gna nt home loa n business, poor customer retention a nd 
declining sta ff motiva tion. Conventiona l business fixes a pplied to individua l problems were not working a nd a n interna l review 
concluded tha t a  funda menta l rethink of the ba nk’s overa ll bra nd stra tegy wa s required to crea te a  motiva ting proposition for 
customers a nd sta ff a like. Further, it wa s decided tha t the stra tegy should be ba sed upon a  single-minded focus on delivering 
a ga inst customer needs.

Res ea rc h S tory:
The TNS  tea m pa rtnered with the ba nk to develop a  resea rch progra m with the a mbition of:

Understa nding a nd segmenting customer needs

Identifying those customer needs where the competition wa s wea k a nd the client ha d potentia l to develop competitive 
a dva nta ge

Consulting with the ba nk’s lea dership tea m on how to implement the chosen bra nd stra tegy, with a ctivities including 
externa l a nd interna l communica tion, sponsorship a nd community pa rtnerships, product development a nd sta ff tra ining

Responding to the client’s requirement for a  funda menta l cha nge to their bra nd stra tegy, TNS  utilised the NeedS cope a pproa ch, 
providing a n entirely new wa y of building the ba nk’s bra nd a ga inst customer needs

Bus ines s  Res ults :
The new bra nd stra tegy, together with strong lea dership from the ba nk’s top ma na gement to drive implementa tion, brought 
impressive results:

S ignifica nt increa se in bra nd preference

Growth in home loa n ma rket sha re

Growth in customer sa tisfa ction

Enha nced sta ff motiva tion
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3. Bus ines s  res ults

1 . Res ea rc h finding s 2. Dec is ion – build bra nd a g a ins t ‘Lea ders ’ a nd 
‘Ma na g ers ’ s eg ments

Need segments


