
Several years ago it was common to 
hear people say, “I took a job in banking 
because I didn’t want to sell anything.”  
Since product choices were few and it 
was mandated what banks could and 
couldn’t offer to customers, chances 
were they wouldn’t have to.

Times have changed!  Now financial 
service providers are able to offer an 
endless array of different accounts.  
Every bank spends a lot of time and 
money developing the latest and greatest 
product and/or promotion. 

While effective marketing and advertis-
ing bring customers through the doors 
initially, it is the service and the solution-
based recommendations they receive 
that determine if they will continue 
coming back.  Today, sales and service 
are inseparable.

Successful selling does not involve 
“pushing” certain accounts.  It means 
identifying customer needs and present-
ing the features and benefits of the 
appropriate option.  This recommenda-
tion must be based on a thorough under-
standing of the Bank’s products / 
services.  By being sensitive and respon-
sive to your customers’ needs, you are 
providing a valuable service and they 
appreciate your concern for their 
well-being.   
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Why is cross-selling so important?  
Consider this special consumer study 

on banking relationships.

A bank has a 50-50% chance of losing a customer  
 who has only a checking account.

The odds are 2-to-1 that a customer who has just  
 a savings account will stay with a bank.

When a customer has both a checking and a  
 savings account, the likelihood they will stay  
 with the bank jumps to 10-to-1.

When a person has an installment loan in addition  
 to a checking and savings, the odds are 18-to-1  
 that they will stay with a bank.  

When the relationship includes a checking,  
 savings and loan combination plus a safe deposit  
 box, the chance of the customer staying with the  
 bank soars to 100-to-1.

American Bankers’ Association

Relationship Banking...
    Steps to Success 

  FOR  PERSONAL BANKERS
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Think of maximizing relationships with your customers as Relationship Banking - the perfect blend of sales and 
service.  How can you master this process?  It’s simple if you follow this four-step method:

 Your customers must trust you or they will not accept your ideas. 

 Ask the appropriate probing questions to identify the customer’s needs.

 Your solutions / suggestions should be based on knowledge you have gained   
 through the probing process.  During this step you must also be prepared to over-  
 come resistance or any objections that may be presented. 

 Commitment is the final step by which you are able to get your customers to take 
 action - ask for the business!

 Building Trust 
 Establish eye contact.
 Smile.

    Make the customer feel welcome with a pleasant and sincere greeting
    Use the customer’s name (ask for the correct pronunciation if necessary)
     Involve the customer in the transaction.  Ask questions or make statements   
     that encourage a response.
    Listen carefully.

  Identifying the Customer’s Needs
 Ask probing questions to identify the customer’s needs (include questions of   
     both a personal and financial nature).

    Listen carefully.
    Summarize your understanding of the customer’s needs.
    Verify the customer’s responses by asking check questions (‘Am I correct that you  
     are looking for a checking account with no minimum balance requirements?’)

  Offering a Solution or Making a Recommendation
 Identify the product or service that best matches the customer’s needs.

     Introduce a product or idea by providing the most important benefits (what it   
        will do for the customer) based on the customer’s needs.
    Provide features (details) to explain the product or service.
    Observe the customer’s response.
    Ask questions to verify the customer’s interest and understanding.
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  Getting A Commitment
   Ask the customer to take action (open an account, fill out an application, etc.)
     Handle resistance by:
     (a)  Acknowledging the customer’s concern (‘I can see why you’d be 
      concerned about...’).
     (b) Asking questions to clarify the reasons for resistance: 
      - If the resistance is due to a lack of understanding of the product / 
        service, expand on the benefits and/or features offered by the product /   
        service you have suggested.
    If the customer doubts the effectiveness of the product / service, provide 
        examples of other customers’ experiences (e.g., ‘We have had other customers  
     who shared your concerns, Mr. Jones.  What they found when they tried online  
     banking was...’).
    Once again, ask the customer for agreement.
    Thank them by name for either:
     (a) Accepting your suggestion (if he/she agrees to take action).
     (b) Considering your suggestion (if he/she declines).

Customize your approach to Relationship Banking on a 
customer-by-customer basis.  Always be positive and 
confident so you will stand out from the crowd.  Help your 
customers view you as someone special.  Make them think 
of you the next time they have a special problem or need 
- be a true “Personal” Banker.
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TELL US    

 ABOUT IT  . . .     
        Do you have a service or sales 

related question or thought
 you would like to share?  

If so, e-mail it to: 
 STARS@csprofiles.com

Copyright © 2005 by Customer Service Profiles, LLC, All Rights Reserved


ARTICLE 

  FOR  PERSONAL BANKERS

Relationship Banking...
    Steps to Success  - continued


