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Community Forum
How de Volksbank with multiple brands, 
focusses on becoming the bank with the 
strongest customer relationship
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Eric Derksen
Lead Business Transformation
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Pega community forum 2023

Building a digital future: 
Strategies and solutions to 

stay ahead of times

“
”
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Building de Volksbank’s future

01 Strengthening our customer relationship

02 focus on personalized interactions  @

03 Moving forward
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01
Strengthening our customer relationship
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A personal approach is crucial
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Personal, relevant and consistent
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Customer North Star

This is Jane, she lost her debit card during her holiday. Bad luck!

She blocks her debit card in the mobile banking app of ASN

Bank. Jane feels a bit relieved – her money is secured – but she

thinks: ‘What is next?’.

Jane receives a WhatsApp message from ASN Bank

with tips on what she could do. She is surprised

about the right timing of the message.
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Based on the tips, Jane has a video call with an ASN Bank customer

service agent about how to arrange Emergency Cash. The customer

service agent takes care of this and tells Jane that everything is ready

for her at a local bank close to her current location.

The customer service agent also gets an alert that Jane did not yet

apply for a new debit card. He suggests to arrange this as well so that

her new debit card will be waiting for her when she gets home.
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North Star approach

Enablement Tooling

Data foundation

Strengthening our customer relationship

Capabilities

Channels
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Brands

Customers

Channels

3.3 million
customers

Customer Decision Hub
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Making impact

Having a relevant conversation 

based on customer needs.

Across all financial services and 

propositions.

Always on, not just with 

campaigns.

Balancing service and 

commercial offerings.
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The importance of a business transformation

Targeting

Channels

1-to-many 1-to-some 1-to-1

Mindset Focus on 
business needs

Focus on 
relevance

Organization
Holistic approach for 

customer engagement
Fragmented approach for 

customer engagement
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02
focus on personalized interactions
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People’s need first, business will follow

Be the bank with the 
strongest customer relationship

A personal relationship, 
that is our strength

We pay sincere attention to the growth of 
every person. .. Being a bank where 

employees and customers can be proud of.
“

”



PublicClassification: 17

Connected channels
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Results

Avg. CTR 2.7%
• Orientation NBA’s: Avg. CTR 5.7%
• Service NBA’s: Avg. CTR 4.1%

App

Avg. CTR 0.7%
• After-sales NBA’s: Avg. CTR 1.8%
• Sales NBA’s: Avg. CTR 1.5%

Banking    
environment

Avg. CTR 0.3%
• Sales NBA’s: Avg. CTR 1.4%
• Service NBA’s: Avg. CTR 0.6%

Uplift of 30%!

Website
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Know Your
Customer

Category: Financial Care

Avg. CTR 1.3%Banking    

environment

Avg. CTR 8.4%App
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Collections

Category: Financial Care
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Future 
advisory 
committee

Category: Content

10 open positions
250 customers applied
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Testing propositions Category: Service

NBA was in production for 310 minutes, reached 14.000 unique visitors
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Business transformation and focus

What does SNS need to do, to realise a bigger impact with customer engagement?

Team Branding

Team D2D banking and insurances

Team investments, saving & loans

Team Mortgages

Team Customer Relationship

Personalization team

NBA creation and 
content management

Analytics team

Dashboarding, insights, 
data science

Project team 
Project management, guidelines, enablement, target setting

SNS leadership team 
Sponsorship and commitment

Team Financial advice & Fee
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Target setting

Focus for Q4 2023 and Q1 2024

• Available NBA’s from 110 to 250

• Avg. # impressions per month from 3 million to 4 million

• Avg. CTR % per month from 0.6 to 1.2%

• Start with 50 outbound email interactions
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03
Moving forward
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Proof of Concept: Pega CS
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Looking at 2024

Expanding possibilities

• Outbound channels

• New positions on website

• Customer assisted channels using Pega CS

Apply learnings from SNS 
to other brands

Explore

• Pega CDH multi-application feature 

• Customer journey functionality

• Multi brand AI models and GenAI
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beter voor elkaar
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for your attention!

Thank you
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