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CUSTOMER EXPERIENCE MANAGEMENT
SURVEY SERVICES
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In todayOs competitive 8nancial industry, simply measuring account holder satisfaction is no
enough. Even highly satis8ed account holders may still defect. A 8nancial institution must fo:
state of loyalty through fully engaging their account holders by meeting their needs and exce
their expectations. Improving the customer experience at all touch points engages this sense
loyalty. Loyal account holders generate long-term revenue, pay price premiums, and become
advocates. 9ey also provide valuable word-of-mouth marketing, new account relationships,
expanded share of wallet, as well as competitive advantage, revenue growth and pro8tability
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Developed by Scantron Survey Services to measure, monitor, and improve your customersC
experiences, AllianceLink Financial is a comprehensive account holder and employee engag
solution that enables you to take Customer Experience Management from theory to practice.
Based on 40 years of survey research experience, our approach identi8es the Key Drivers o
account holder and employee satisfaction, engagement, and loyaltyNand how those elemen
relate to advocacy at all touch points in your 8nancial institution. We then disseminate this cr
insight to the people who can directly a:ect the customer experienceNfrom front line employe
to top executives.

AllianceLink Financial can help your 8nancial institution meet its overall goals and objective:
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AllianceLink Financial

CUSTOMER EXPERIENCE MANAGEMENT
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AllianceLink Financial goes beyond traditional surveys to improve the
overall customer experience in your Inancial institution by providing:
* Ongoing measurement of the customer experience including account
holder and employee satisfaction, loyalty, and advocacy
o Trending analysis for tracking performance over time
o Specific product or service enhancements
o Improving cross-selling success rates
o Problem resolution to increase employee and account holder retention
o Comparison of performance across other industry benchmarks,
branches, or departments to emulate “best practices”
* Key Drivers to focus time, resources, and energy that directly lead to
increased satisfaction, loyalty, and advocacy

At the core of AllianceLink Financial are the Employee and Customer
Engagement surveys that measure and establish a baseline assessmen
of satisfaction, loyalty, and advocacy. "ese surveys, combined with

the Customer Experience surveys, measure loyalty and performance at
specilc touch points.
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To engage your account holders, you must !rst engage your empldge@sstomer Experience surveys measure unique attributes relating
Engaged and loyal employees have a direct e#ect on account holderspecilc transactions, as well as overall performance. "ey include
relationships and ultimately on your bottom line. "e Employee industry benchmark questions and assess satisfaction, loyalty, and
Engagement survey is a comprehensive tool measuring critical ~ advocacy in your Inancial institution. "ese surveys include:
attributes of loyalty including pay and performance, customer and
employee focus, leadership and working relationships. "e data and
wrltften reports Iprowdihyour c_(l)m::an)lg VYIth |n5|lg:ht |.nto currien'; o Toller Transaction
erformance along with specilc Key Drivers, allowing you to focus o . )
Zreas that have thge greatgst impac)tlon improving err?p)lloyee loyalty a%dgn/[;m Banking
all Center
overall business performance.

* New Account/Loan Survey
* Closed Account Survey
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7482/-'5%,%1$1-'%2*3456'0 Customized surveys are developed based on your unique objectives t

"e Customer Engage~ment survey s pur proyen approach to measHFB\ﬂde you with meaningful and reliable results. Survey topics may
your account holderOs overall experience. "is research-based tool;

include:
typically administered annually, gathers information to determine .~ dified productsiservices to replace lost foe income
how your !nancial institution is currently performing and how it
is perceived by your account holders. "e Customer Engagement e Customized checking or add-on services
survey deliverables include a written report with Key Drivers, industry Retirement/asset management
benchmark comparisons and a Loyalty Index which may be tracked
over time to monitor performance and measure progress. "is

o Innovation such as mobile banking and social media

o Generation Y research

* Loan programs

information is vital to understanding your account holders to improve,

. Security suites
the overall customer experience.
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3F<G : H*1=AlJI3B<IBIKJ AllianceLink Financial survey results are presented in a combination of easy-t
understand reports and insightful consulting services that lead to informed de
making and action planning.

AllianceLink Financial survey administration options
include paper, web, telephone or a hybrid based on the - RO A | e | o poits s s ocion

Customer Loyalty Index

survey objectives, targeted respondent demographics,
timeline and budget.

Currrent Aggregate Core Question Mean Scorecard: 4.5 (out of a possible 5.0)

First Source New Services 179

1 current | previous | overatl
Paper surveys are mailed directly to — - ——
respondents or bulk shipped for distribution. fecomners o

Problems Conducting Business?
Problem resolution

name), how would you ate your

Specific Products. 22

‘Whatis your overall ratingof the branch
P

‘Whichisthe primary plzce where you
conduct mst o your financial business?

Overallstaff Rating. 258

Percent Assets at . 125

>!' @ Total Loyalty Index Score 5253

Online surveys are distributed via email, covey I"HSY&H )<+, +."1&
letter or linked from a website.
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Mobile surveys are distributed via Quick . ) . .
. Response (QR) and 2D codes printed on ‘e data reports provide a complete presentation of overall and !ltered results inclu
cover letters, receipts or other promotional

materials. "e code may be linked to a mobile

or telephone survey.

&

* Guide to understanding the reports
. Demogmp/ﬂz’c segmentation

* Group comparisons

* Performance indicators

o Industry benchmarks

B"™.C/% * Loyalty index
E Telephone administration includes inbound * Tiending
and outbound calling capabilities. o Whitten comments with optional coding

* Raw data files provided in your preferred format are also included
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Surveys may be administered through any Scantron Survey ServicesO consultants provide an in-depth interpretation of the
combliationiolipapewekianditcieptione: presented in a written report. "e report includes:

 Complete analysis and interpretation of the data

o Executive summary highlighting the key findings
* Detailed results of organizational performance

. Opportunities ﬁ)r improvement
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* Key Drivers—identifying performance indicators that specifically impact
satisfaction, loyalty, and advocacy

o Industry benchmarks
) * Loyalty index
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) a5 7 . o
s 1n 3/ s/ 71010 Ease of doing business with us ( ) (@) Ease of doing business with us
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§ , i - L | feel that ABC Bank values me as a financial ¥ e (@9 /ABC Bank is a trustworthy
quite favorable. ‘Excellent/good’ ratings are between about 74% (helpful, relevant financial advice) and )
8/ * . Wiy g e e s , s | gcsomeriaioe ABC Bank sttt et et of financial services (q12d)
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Each project is assigned to a dedicated and experienced project manager who will guide you through the intricacies of your AllianceLink

Financial survey solution. Your project manager provides you with a single-point contact throughout your project.
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Whether you have a current survey program in place today or are just beginning to explore account holder and employee feedback, Scantron
Survey Services offers AllianceLink Financial as a proven, research-based tool that meets your financial organization’s needs. Our solution
includes:
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SURVEY RVICES

The Scantron Customer Experience Management Award (CEMA) recognizes, honors
and celebrates financial institutions for their outstanding performance as assessed by
the AllianceLink Financial solution. Receiving a CEMA is a distinct honor confirming
the financial institution’s success in improving and achieving the highest standards in
customer and employee experience management.

OUR GOAL IS TO CREATE LONG-TERM RELATIONSHIPS BUILT ON TRUST WITH OUR CLIENTS. WE SUCCEED
ONLY WHEN OUR CLIENTS SUCCEED.
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