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Agenda for Today’s Discussion

� Attendee Survey Completion

� Opening Remarks

� Top challenges/issues for 2012-2013 and what insights and 
support J.D. Power could provide

� Syndicated Research Tools (Business Center, Write-ups, etc.)

� 2012 Retail Banking Study – Early Glimpse

� Discussion – Account Activities and Channel Usage

� Important dates ahead for 2012
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The CSA Modeling Tool displays bank 

performance in the top 20 metropolitan areas
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State Aggregator tool enable selection of 

specific states to align to a bank’s footprint
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A Simulator tool helps to identify potential 

impacts to specific improvements
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Retail Banking simulator translates modeled 

improvements into changes to deposit growth
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   My Brand Total Index Change 21

Switch/Attrition Intend to Switch Predicted Attrition Rate

Before 10.68% 6.57%

After 9.76% 6.00%

Change -0.57%

-0.044% % of intend to switch will decrease by 0.044% when index increases by 1 point.

61.5% Actual switch rate for those who intend to switch, calculated from multiple year's survey data

Contribution to Deposite Growth Rate: 0.57%

Share of Wallet SOW (deposit products)

Before 78.69%

After 79.01%

Change 0.32%

0.015% Share of wallet (deposit products) will increase by 0.015% when index goes up by 1 point. 

Contribution to Deposite Growth Rate: 0.40%

Recommendation Definitely will Recommend

Before 31.65%

After 36.07%

Change 4.41%

0.21% % definitely will recommend will increases by 0.21% when index goes up by 1 point.

3.41 Additional # of positive recommendations by one customer who definitely will recommend

0.0039 Number of customer gained through one postive recommendation, calculated from RBS data

Contribution to Deposite Growth Rate: 0.06%

Total Change of Deposite Growth Rate: 1.03%
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Six of the diagnostics most impacted by 

improvements yield significant deposit growth

� Achieving a 10 percentage point gain across all six raises OSAT 21 points 
and Deposit Growth by 1.03%
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Impact of 10 percentage-point increase in each of the six KPIs

Changes in these 6 KPIs by 10 percentage 

points impact banks differently
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Current Projected Difference
Impact on Deposit

Growth Rate

Citibank

Inclination to Switch 13.39% 12.37% -0.63% 0.63%

Share of Wallet 80.01% 80.36% 0.35% 0.44%

Advocacy 24.84% 29.73% 4.89% 0.07%

1.14%

Huntington Bank

Inclination to Switch 7.93% 7.01% -0.57% 0.57%

Share of Wallet 81.77% 82.08% 0.31% 0.38%

Advocacy 43.46% 47.87% 4.40% 0.07%

1.02%

Total Change of Deposit Growth Rate

Total Change of Deposit Growth Rate
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The Retail Banking Satisfaction (RBS) 

methodology and background

� Profiles over 130 of largest financial institutions throughout the United 
States based on domestic deposits

� Inclusion criterion = $2 billion in domestic deposits and 50 branches 
within region

� Received 51,498 completed surveys profiling financial institutions 
across 11 regions

� Online data collection using multiple panels

� Data Collection January 5th – February 3rd, 2012

� To qualify, respondents were asked to identify their primary financial 
institution they use to conduct their personal banking business
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Retail Banking satisfaction rose again, but 

Fees continued to decline significantly
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Account Activities rebounded overall, lead by 

In-Person and ATM, with Mobile now added
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Fee Satisfaction continues to trend downward 

for the Large Banks…
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…Due mostly to changes in the past 12 

months, and a decrease in understanding
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