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Abstract
In the rapidly changing financial services market, established
players are looking to maintain market share by increasing their
share of existing customers’ wallets through the use of CRM
techniques. However, many find difficulty understanding the
potential values and differing needs of their customers. This paper
introduces ideas on how customer worth and share of wallet can
be measured and applied to help facilitate intelligent CRM.
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Using survey data to calculate share of wallet for
a customer portfolio
���������
��	��������
���
����
��
��������
�����
���4��������������
����
��������������������������0/!��'��	����$�������0'$&
����������������������
�������������������������
��56�777�������� �

����������� �������
������
���
�������������8�777������
������&
/ �������
������
��������9
�����	���������	������#�������	����������
�������������
������� ��������������
������
���	�4�����
��������������

��	���
�����������	��
����������������������������
�� �����������	�
�

������������������#����
��
��������	����.����������������
�������
��������������#���	�������
�
�������������������������	����
	
������	
����	��
��	���
�����������	��
����� ��������.�����
������������	����� �������� �����	������
��������
�����������������
�	��	������������
�� ���������������������

��	��������
����������������������
����
�����������
��������������
	������
����+��������������
������	���#�����
��	����
�	���
�����
�����+����������������	�
������� �
���������
�����	���������	��
��
��	���
��
��+�������������������� �������������
�������	��
�
�����

0'$������������� �����4�����
����	������
 �����
�����	�����

Figure 1: Share of wallet
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Figure 2: Average number of products held

Figure 3: Share of wallet — Traditional high-street bank
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Figure 4: ‘An attractive customer segment that could be overlooked without taking a holistic
customer view’
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The use of person-level financial classification
systems
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Financial Strategy
Segments

Aspirant millionaires

Increasing
discrimination
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Figure 5: Building financial strategy segments
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• The ‘MOSAIC / pixel matrix’ places each
elector into one of 330,000 cells based on:
– Gender
– Age
– Years at address
– Household

composition
– Address type
– Shareholdings
– Directorships
– MOSAIC type

• Each cell in the MOSAIC / Pixel grid is
evaluated in terms of its potential for
financial services:
– Savings and loan products

– Value of these products

– Insurance products

– Treatment of end of month balances

– Income

– Home ownership, value and equity

– Channel usage and intentions

– Loyalty

• The 330,00 MOSAIC / Pixel grid cells are
‘clustered’ into 31 categories based on
their similarities of financial behaviour and
potential

• MORI Financial Research responses are
overlaid to understand each category
further

• Thirty-one categories are named and
described and arranged into seven groups
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Figure 7: Example of propensity grid for each MOSAIC/Pixel permutation
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Figure 6: Clustering the MOSAIC/Pixel matrix

Applying Financial
Strategy Segments
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Defining contact strategies based on share
of wallet
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Figure 8: Share-of-wallet strategies
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Large share of big wallet – retention strategy

Small share of big wallet – key target

Large share of small wallet – reactive strategy

Small share of small wallet – discourage
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Operationalising contact strategies based on
share of wallet
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Contact strategies
in the customer
service environment
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Practical examples of the implementation of
share-of-wallet strategies
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Opportunities for the use of share-of-wallet
strategies outside financial services
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Applying the
approach in
other markets


	Adopting share of wallet as a basis for communications and customer relationship management

