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REACTIVATING DORMANT
BANKING CUSTOMERS WITH

REAL-TIME DATA

The Dormancy Problem

Banks lose billions annually to customer inactivity. A dormant customer isn't
just a missed revenue opportunity, they're a flight risk. Studies show that 60-
70% of dormant retail banking customers eventually churn within 18 months if
not re-engaged. Yet most banks still rely on batch-processed, weeks-old data to
identify and reach these customers.

Why Traditional Approaches Fall Short

Most reactivation programs are built on lagging indicators quarterly inactivity reports, scheduled
email blasts, or branch-led outreach triggered only after accounts hit a defined dormancy
threshold. These approaches share three critical flaws:

Too generic

Batch-driven campaigns
treat all dormant customers
the same, ignoring the

‘ distinct reasons behind each
a ) customer's drift life events,
Too slow 9 Y
By the time a customer
is flagged as dormant,
their primary banking e ‘ ™\
relationshipmay have Too late to personalize
already shifted . . .
Without real-time behavioral
elsewhere. . .
\_ Y, signals, banks cannot tailor

outreach to what the
customer needs right now: a
savings nudge, a friction-free

re-login experience.




What Real-Time Data Changes

Real-time data infrastructure event streams, behavioral analytics, and Al-driven decisioning
fundamentally shifts the reactivation playbook from reactive to predictive.

Signal Type Example Reactivation Opportunity
Login inactivity No mobile app login in Push notification with
21 days personalized offer
Transaction migration Salary deposited, then Investigate friction; offer
immediately withdrawn competitive savings rate
Life event indicator Address change detected Proactive outreach for

mortgage, insurance

Support interaction Unresolved complaint 30+ Apology + offer; relationship
days ago recovery

The Real-Time Reactivation Framework

At the heart of any effective reactivation strategy is a Customer Data Platform (CDP) , a unified
system that continuously collects and connects data from every customer touchpoint into a
single up-to-date profile.

A successful reactivation strategy then operates across four layers, each built on what the CDP
makes available:

Signal Detection

The CDP continuously monitors
data streams across every
touchpoint to identify early drift .

Intent Scoring
Machine learning models assess

@ ) each signal in context, assigning a

reactivation urgency score based
on the customer's full behavioral

Personalized Engagement 03 history

The CDP translates scores into :
action dynamically assembling the Closed-Loop Measurement
right offer, message, and channel @ Every intervention is tracked
for each customer in real time against a holdout group, with
reactivation rates and incremental
revenue measured at the
campaign level



Getting Started: Three Priorities

Moving from insight to action requires focus. Here's where to start.

Unify yourdata  : startwith one high- : Align sales, ops, and
streams first . signal segment : compliance early.
Real-time reactivation is Rather than overhauling the Real-time personalized
only as SOO‘?' as.the data entire reactivation program, outreach touches regulatory
feedlng it. Siloed pilot with a single segment requirements around
GEISEEIEN systems, for example, customers who communications, data privacy,
SE[PEICIE We_b behavioral . have had no app login in 14- ©  and fair treatment. Loop in
data, and disconnected 30 days but maintain a compliance and operations at
CRM 'recc.)rds mgst be positive balance. Prove the : the design stage, not after the
LrER D @ siiuzle model, then scale. build.

customer event stream

Getting these foundations right turns reactivation from a quarterly campaign into an always-
on growth engine.

The Bottom Line

Dormant customers are not lost customers, they are customers waiting for
a reason to re-engage. The difference between permanent churn and a
recovered relationship often comes down to timing and relevance.

Your dormant customers won't wait forever. See how Lemnisk powers real-
time reactivation before they're gone.
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