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A new channel management strategy has helped our client to minimize dissatisfaction with the long queue 
phenomenon, improve cost effectiveness and profitability of it service delivery channel and strengthen it customer 
loyalty.  
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• Conducted data mining, desk research, and 
qualitative study through observatory research at 
selected service delivery channels.

• Concluded that our client shall implement new 
channel management strategy by taking into 
account the suitability of certain group of customers 
with the available service delivery channel. 

• Recommended to repackage our client’s products 
based on different service delivery channel mix and 
different customer profiles.
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• Our client has succeeded in transforming its 
service delivery channel as the key differentiator 
to compete in the Indonesia banking industry. 

• However, the huge good responses from its 
customers affected its brand image as most of 
its customers who felt have no choice but to use 
our client’s service delivery channel started to 
complain about long queue phenomenon in its 
ATMs and branches.     

• MarkPlus&Co was asked to help them to review 
its channel management strategy and explore 
new business opportunities. 
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Case: Developing channel management strategy

We helped one of the largest bank in Indonesia to refine its 
channel management strategy by using CRM tool


