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                        This monograph covers a number of key articles
and presentations by the author over the last
decade. The points contained in them reflect a
clear belief based on experience of creating
significant cultural change so that banks become
more market‐driven and customer‐orientated.
Many of the forecasts made in the articles have
become a reality in the marketplace.
This monograph begins with a description of
changes over the last decade: the introduction of
the marketing function into banks, consumer
responses, new competitors, technological
developments, and the impact of Government.
Marketing has faced many difficulties in the
banking industry and competitive breakthroughs
have not been easy to achieve. Many leaders in
the industry believe in business/marketing
strategy evolving in close association with IT
planning – this is the second topic, IT support
may be crucial.
The importance of advertising and management
of agency relationships is the subject of Chapter
3 – how can it be effectively used? Chapter 4
looks at the ways in which the consumer is
presently getting a better deal; Chapter 5
describes the marketing success of the NatWest
Piggy Bank within the context of a changing
marketing culture. A wider repertoire of
marketing techniques are used in the USA
(Chapter 6) but if they are to be used in the same
way here then the situation will need to
approximate more closely to that of the USA – credit
and credit cards are the particular focus and
the US market is more aggressive.
Chapters 7‐9 look at the future of financial services
marketing from the retailer′s perspective – the
retailer′s detailed approach to a possible new
business has distinctive strengths, but their actual
opportunities in this market may be restricted to
an extent by, for example, inexperience and so
lower credibility as vendors of some specialised
services like investment management.
Chapter 10 appraises the value and strategic
nature of market research. Chapter 11 considers
the movement of building societies into the wider
personal financial services marketplace, the
product′s role in the marketing mix, and the
impact of the Single Market in Europe. Chapter
12 singles out the cost‐effective technique of
automated vetting of customers′ creditworthiness
from the special viewpoint of the building society.
The monograph concludes with a discussion of
the changing market and future prospects: the
world of finance is no longer simple; money is no
longer the common denominator; the consumer
is now the focus; competition to provide services
is fierce; the future is exciting!
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