Citibank Most Maximum Visa Card – CRM Promotion

The Citibank product development group has just created two new “Citibank Most Maximum” Visa cards (CMM). One is the Gold CMM card and the other is the Silver CMM card. These cards have a unique offering: they have moderate interest rate, a high allowable balance, no annual fees, and a number of nice perks. But there are some slight differences. The Silver CMM card has a $100,000 allowable balance and some pretty decent perks (tickets to Six Flags, free bus tickets to the “Burning Man” festival, coupons for a free oil change, etc). The Gold CMM card has a $300,000 allowable balance, a slightly better interest rate, and some great perks (Vegas hotel discounts, front row seats to “Powerslap”, free lift tickets at Vail, etc).

Citibank is looking to provide both CMM cards to young professionals who are image conscience and try market CMM as a card that all young professionals must have if they “are anybody at all” (you know how marketers are). However, they wish to further segment this target market into two groups. To potentially be offered a Gold CMM card one must make over $200,000 annually. Customers who make over $75,000 (but less than $200,000) may potentially be offered a Silver CMM card. At the moment, in this early stage of the card’s promotional campaign, Citibank is only offering this card to existing Citibank customers (i.e. individuals with other types of Citibank Visa credit cards or those who bank with Citibank).

To make money on the CMM card (with minimal risk), Citibank needs to screen their customers appropriately. Since the interest rate is moderate and there is an abundance of perks, Citibank needs to make sure they structure the allocation of the cards in a way in which they will make money. For either potential CMM card holder, Citibank must make sure that this individual carries a high balance - over $20,000 on the yearly average balance. Citibank wants spenders (for which they can charge interest on). Citibank also wants to manage risk - they will lose a lot of money if cardholders default or declare bankruptcy. They are looking for “broker types” and well-off “status conscience” young professionals – but not “Steve O”. The product development team determined that prospective card holders should meet the following criteria to hedge risk: college degree and credit rating above 700. Previous consumer research has indicated that these two variables can sufficiently gauge risk. All of the customer’s information is stored in the customer database: name, address, ph#, email, education level, average yearly balance, current balance, date CMM card sent (if applicable), type of CMM card issued (if applicable), etc. However, the credit score is obtained in real time via the web from Equifax Credit Agency. 

Citibank recently implemented its CMM campaign three months ago which works as follows. Periodically (every couple weeks or so – depending on the Marketing Manager’s decision), the Marketing Manager sends a request to the system to select a new batch of prospective customers. The system will first screen its existing customers to see if the have already been issued a card. The system will assess the balance level (average yearly balance over $20,000) of those customers who have not already been issued a card. If the customers do not have an average balance greater than $20,000, the system will email these customers a promotional package (for vacations, purchase of automobiles, etc), for which they will be provided incentives to use their existing Visa card, that is designed to increase the consumer’s spending (using their Visa card of course) and will thereby increase their account balance. If the balance criterion is met, the system will next screen the risk level of these customers by assessing the educational level and credit score of the customer. If the customer has a credit score below 700, the system emails Equifax with the client name and address and requests that Equifax (as a business partner) mails this customer a pamphlet on how one can increase their credit score. 

Only if the customer meets the above screening criteria for account balance and risk factors, the system will next check their income level to see if a Gold or Silver CMM card should be issued. The system determines appropriate members for each type of CMM card and automatically sends notice (via email) to the privileged customer that the appropriate CMM Visa card will be sent in the mail. The system updates the customer database indicating the type of approval and date the card was sent and emails the Marketing Department Manager with an approval notification. Note: only one DB (Customer DB) is used.
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