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7. Conclusion

Customer satisfaction and loyalty are essential for private banking service providers 
as the main source of customer acquisitions is word-of-mouth of the existing clientele. 
Moreover, the acquisition of new customers is a lengthy and costly process. Thus, 
providers should ensure customer satisfaction and loyalty of its existing clientele. 
In order to do so, satisfaction surveys should include socio-demographic variables that 
allow to get a differentiated view and to be able to use more sophisticated ways for 
customer segmentation than just classifying customers as to size of liquid assets. A 
finer customer segmentation itself allows to create a customized service offering and 
value proposition for the different segments that help to enhance customer satisfaction 
and loyalty.
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