
Wie spreche ich digitale Kunden an? 

10 best practice Beispiele 



David and Goliath – real story 

https://www.youtube.com/watch?v=cxeAXoLIQ1Y 

http://www.inc.com/bill-murphy-jr/3-things-people-get-

wrong-about-david-vs-goliath.html 



12,000 Companies 



RUBBISH! 





Weisst Du, was die Fintech´s anders machen? 



EY Survey – what was the primary reason for opening an account with a Fintech? 



Was können Sie also tun? 



One-size does not fit all. Know your 

customer and their intentions. 1 
I want a bank… I want a product… 

I’ve done my 

research…just  

let me have it 

I’m still shopping 

 Or 

price sensitive 

Needs Analysis – Demographics, 

Financial Position, Goals, … 

Product Recommendations 

Product Application(s) 

Minimal information to 

provide a price 

(Lead) Name, Email, Phone 

Rest of application, 

verification & approval 

(Lead) Name, Email, Phone 

Rest of application, 

verification & approval 

Next Best Action… 



Design from the customer  in 

(You can always transform the data) 2 

Do I have to have a current 

account to apply? Fields 

aren’t mandatory…? 
A 

I don’t know that 

information…why ask for it 

at the start? 
B 

Digital experiences 

are often a web UI 

on existing 

systems (that were 

designed for bank 

staff to use). 



Don’t scare customers off with 

“Requirements to apply” 3 



Make the experience mobile friendly 

(Responsive & touch-friendly) 4 



Support channel & device cross-over 5 

I don’t have that 

information with me 

That’s OK – just go home, 

get it and come back in 

Can’t I just finish this 

application at home? 

What do you think  

this is … 2017?  

Eh…”no” 



Balance design and usability 6 
Which of these is easier to read? 

MY BANK IS THE BEST IN THE WORLD 

My Bank Is The Best In The World 

My bank is the best in the world 

A 

B 

C 



Ask tough questions last. 

And only ask for what you need 7 

Know it 

Get it 

Find it 

 

 

 

3 Types of information… 



Generate and follow-up leads 

(because life gets in the way). 8 
Conversion rate  

following up Loan 

applications by phone 
40% 

Of saved applications 

completed within 12 

hours after 1 email 

reminder 

9% 



Do something as opposed to 

nothing. 9 



Don’t declare victory too soon.  

Use data to continuously improve. 10 
Application  

Experience 

V1 
  

V2 
  

V3 
  

V4 



Put the “Apply” button on your home 

page 11 



VS 



Do nothing different to what 

you’re doing today… 

 

Have a chat with Avoka 

 



Markus Alfringhaus 
Senior Pre Sales Consultant 
 

p: +49  6196 7700015 

e:   malfringhaus@avoka.com 

w:  www.avoka.com 

 

Christian Brüseke 
General Manager 
 

p:  +49 6196 770 0015 

m: +49 172 798 6071 

e:   cbrueseke@avoka.com 

w:  www.avoka.com 

 

 

Fragen? 


