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Case Study 

The Challenge 

This highly profitable bank serving the Asian‐American 
community saw “storm clouds on the horizon” when major 
compe?tors entered its core and previously uncontested 
markets. While the bank con?nued to benefit from on‐
going growth of the immigrant popula?on, its new 
compe?tors were cherry picking the bank’s most profitable 
customers – the younger and more affluent Asians. The 
bank saw the need to develop and execute its first strategic 
marke?ng segmenta?on plan.  

Key Management Issues 

• How should the bank be posi?oned to con?nue growing 
and compete in this environment? 
• What are the bank’s major strengths and weaknesses 
versus the compe??on? 
• Where has the bank tradi?onally had the most success 
and why? 
• How should the bank restructure to increase the focus on 
retail banking, in par?cular for this key market segment? 
• What technology investments need to be made? 
• How effec?ve is the retail delivery network? 
• What kinds of branch‐level and execu?ve training 
programs will be needed to support the new strategy? 

The Ac,on 

PHASE I – The Current Assessment 

Over a four month period, Align FSC performed a top‐to‐
boUom assessment and gap‐analysis of the bank’s retail 
opera?ons. The assessment included: 

• Detailed customer segmenta?on and market share 
analysis 
• Compe??ve assessment of facili?es and delivery network 
components 
• Product compe??veness 
• Consumer brand percep?on 
• Staff level training and development programs 
• Execu?ve and management level goal seXng and 
communica?on prac?ces. 

Retail Banking Roadmap 
U.S. Asian‐American Bank 

A segmenta?on and market share analysis indicated the bank 
had a core strength in the older affluent and middle‐age/
middle‐income segments, but major weaknesses across all 
segments of the younger popula?on.  The results also 
iden?fied very low cross‐sell ra?ons, an opera?ons driven 
culture with rudimentary marke?ng, inferior on‐line banking 
capabili?es and no MCIF func?onality.  

PHASE II – The Roadmap 

Upon reviewing the findings of the Current Assessment, the 
execu?ve team asked Align FSC for an execu?on plan, 
specifically: 

 • What programs does the bank need to implement to 
addresses the iden?fied weaknesses and pursue the right 
opportuni?es?  
• How should the bank priori?ze their efforts? 
• How can these goals be achieved quickly and effec?vely? 

Building on the findings of the Current Assessment, Align FSC 
prepared and priori?zed a detailed ac?on plan of 28 
programs that would realign marke?ng and opera?ons to 
support an aggressive new banking strategy. Major elements 
of the plan included the launch of a loyalty program providing 
preemp?ve differen?a?on in the bank’s high priority market 
segments; a customized sales training program for all branch 
staff; ins?tu?ng micro‐market planning and specific product/
cross sell objec?ves at the branch level with a new MCIF to 
track and measure results; inves?ng in on‐going  research on 
customer sa?sfac?on; closed account surveys and brand 
image strength and weaknesses feedback.  

The Result 

The bank’s first strategic business market plan was created 
with a documented roadmap, which included 28 newly 
designed programs to reposi?on the bank’s retail ac?vi?es, 
provide compe??ve differen?a?on in key growth market 
segments and accelerate profitable growth. 

The plan called for an ini?al investment of $4MM with an 
addi?onal $3MM in annual opera?ng expenses over a five 
year period, resul?ng in a posi?ve cash flow in year two and a 
70% IRR. 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