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Driving Digital Efficiencies 
on usbank.com
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New Branch Locator Service
Building a faster, more responsive, and API based platform 

and scaling local search opportunities 
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Reimagined Local Program

Optimized data 
flow across the 

web that provides 
up-to-date 
information.

Governance and maintenance plan that supports ongoing program management.

A one U.S. Bank 
technology 
approach

Enhanced branch 
page features that 
connect users with 
tools and products

SEO-driven 
content that drives 

organic search

U.S. Bank Local Pages
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U.S. Bank Local Pages; Timeline

Oct 2016

CHANGED LOCAL 
LISTINGS/PROMOTION

Dec 2016

BUILD BRANCH & 
LOCATOR PAGES

Mar 2017 May 2017

PROMOTION 
FOR ATM 

PAGES

CONTROLLED ROLLOUT OF 
BRANCH PAGES & 

LOCATOR PAGE (10%)

FULL ROLLOUT TO 
ALL BRANCHES

Jun 2017 Aug 2017 Nov 2022

Rebuild of Locations on 
react.js framework

May 2023

Rebuild of infrastructure to deliver 
faster results

FAA on new react.js 
framework
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U.S Bank Local Pages; Rich Results

FAQs, 
People 
Also Ask

Map Results, 
Hours Information

Photos

New! 
Video

Direct links to Branch 
Pages (driven by Schema)
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• Nice lift in local SEO metrics across the board

• Built pages to automatically create based off information in the API which 
helped massively during our conversion

• By mid year 2023, visits had increased 23% YoY, natural search visits 
increased 42% YoY

• Conversion (appointment scheduling) have increased YOY by 8%

• Continue to track conversion events and tie to our funding methodology

U.S. Bank Local Pages; Results 
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Targeting on usbank.com
Growing the program thru testing and new feature development
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What is Personalization?
We define personalization as a campaign that creates or modifies Dotcom content placements 
specifically for a targeted audience in order to deliver more relevant messaging to each of our users.

 
Right 

Person 

Right 
Time

Right 
Content

Right 
Place

Based on strategies and 
opportunities, identified by 
robust segments and profiles 

Deliver the content to 
the proper place for 
ultimate impact

Deliver the right 
content that resonates 
with that user

Know where the 
visitor is on their 
customer journey
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Personalization on usbank.com

Banner targeting specific 
audience on usbank.com 

homepage

Banner ad on high 
traffic (log out) page

2021
• Moved under Marketing

• Governance created

2022
• Testing and expansion
• Intakes exceed resources

2023
• Feature Development 
• CDP Migration
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Personalization on usbank.com; testing new features

Checking Experience BAU ExperienceWM Experience
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Personalization on usbank.com; Measuring results

Utilization and Opportunity Size Reporting

• Pages

• Audience (Prospect v. Client, Product 
Deepening, etc.)

• Marketing Channel/Traffic Source

• Device

0%

25%

50%

75%

100%

Client Prospect

Utilization by Relationship

Personalization Opportunity

0%

25%

50%

75%

100%

GHP LOTO Account Login Online Banking CD Specials

Utilization by Page

Personalization Opportunity
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• Targeted ads drive a 4X engagement (clicks) vs default message

• High traffic volume critical for campaign success

• Time investment per campaign is significant 

• Established a dedicated team who can focus exclusively on intake and 
campaign management – 83% lift in campaigns YoY

• Continued push to add audiences to campaigns will drive move conversions. 

Personalization on usbank.com; Learnings
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C l a u d i a
Ro d r í g u ez

S t r a t e g i c  P r o j e c t s  a n d  C u s t o m e r  
E x p e r i e n c e  D i r e c t o r
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Pe rs o n a l i zat i o n

L E T ´ S  T A L K
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BIG DATA
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SMART DATA
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63% of consumers 
will stop buying

69% of costumers want physical and digital personalization, 
and consistent CX.

CX
is the new 
Branding.

+140%

QX increases business opportunities 
by 2.7 times

Unique Brand experiences = spending
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Source: 2023 Ninetailed

M E A S U R E P E R S O N A L I Z E

A N A L I Z E L E A R N

P L A N

C H E C K  O U T

• M o b i l e / w e b  n o  l o n g e r  e n o u g h .  
• M u l t i p l e  t o u c h p o i n t s  f o r  o m n i c h a n n e l  

e x p e r i e n c e s
• F o c u s  o n  l o n g - t e r m
• P e r s o n a l i z a t i o n  t o  i n c r e a s e  l o y a l t y

W E  FA C E  D E M A N D I N G  
A N D  C A R E F U L  C O N S U M E R S  
W I T H  T H E I R  I N F O R M AT I O N

F i r s t - p a r t y  d a t a  p r i v a c y  a n d  c o o k i e  
l e s s  p e r s o n a l i z a t i o n  

o n  t h e  r i s e .  

P u s h  o n  p e r s o n a l i z a t i o n  b a s e d  o n  
u s e r  p r e f e r e n c e s .
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IMAGINE A
SHOE
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THERE ARE AS MANY << SHOES>>  AS MINDS

< < M O B I L E S > >

< < C A RS > >

< < C A K E S > >
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CUSTOMER BRAND EXPERIENCE TODAY 

Consistent Brand image
Customer centric
Omnichannel

Consistent generic proposition 
<<unpersonal>>
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DATA – D R I V E N  P E RS O N A L I Z AT I O N

C u s t o m e r  i n t e r a c t i o n ,  b e h a v i o r  a n d  t r a n s a c t i o n  d a t a  c a n  

t u r n  o n  p e r s o n a l i z e d  e x p e r i e n c e s  a t  M M M

• R e c o m m e n d a t i o n s
• Ta r g e t e d  p r o m o t i o n s

• C u s t o m i z e d  p r o d u c t  o f f e r i n g s
• P e r s o n a l i z e d  c o m m u n i c a t i o n

SUCCESSFUL BRANDS 
EMBRACING THE FUTURE
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I N T E R A C T I O N S / B E H A V I O R S T A T U S

O R G A N I C  W E B S I T E
V I S I T

They visit section Cakes
Spent +2 minutes 

in chocolate cake section

Visit the napkin 
section  + Visit the 
candle section
Hour: 2 PM

P E R S O N  1

+ Visit  “Strawberry 
Cake” section
Hour: 4 PM

P E R S O N  2  
A N D  3

+ Visit the “individual 
dessert” section
Hour: 9 PM

P E R S O N  4

abandone
Hour: 12 PM

P E R S O N  5

Undifined 

Undifined 
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I N T E R A C T I O N S / B E H A V I O R S T A T U S P E R S O N A L I Z A T I O N

O R G A N I C  W E B S I T E
V I S I T

They visit section Cakes
Spent +2 minutes 

in chocolate cake section

Chocolate or strawberry, 
what do you prefer?

Still on time to make 
someone happy 

tomorrow!

A piece of chocolate cake 
any time 

never fail!

There is a cake waiting 
for you celebration!

Visit the napkin 
section  + Visit the 
candle section
Hour: 2 PM

P E R S O N  1

+ Visit  “Strawberry 
Cake” section
Hour: 4 PM

P E R S O N  2  
A N D  3

+ Visit the “individual 
dessert” section
Hour: 9 PM

P E R S O N  4

abandone
Hour: 12 PM

P E R S O N  5

Undifined 

Undifined 
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2023

CUSTOMER
EXPERIENCE

C U S T O M E R

BUILDING BIG 
EXPERIENCES

C X  S T R AT E G Y
N M E X

ESTRATEGIC
PROJECTS

RELATIONSHIP 
MARKETING
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Reflection

Is really the customer at 
the center of your 
decisions?
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