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In todayÕs competitive 8nancial industry, simply measuring account holder satisfaction is no longer 
enough. Even highly satis8ed account holders may still defect. A 8nancial institution must foster a 
state of loyalty through fully engaging their account holders by meeting their needs and exceeding 
their expectations. Improving the customer experience at all touch points engages this sense of 
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, and 
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 customersÕ 
experiences, AllianceLink Financial is a comprehensive account holder and employee engagement 
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 of 
account holder and employee satisfaction, engagement, and loyaltyÑand how those elements 
relate to advocacy at all touch points in your 8nancial institution. We then disseminate this critical 
insight to the people who can directly a:ect the customer experienceÑfrom front line employees 
to top executives.

AllianceLink Financial can help your 8nancial institution meet its overall goals and objectives by:
�t���%�F�U�F�S�N�J�O�J�O�H���,�F�Z���%�S�J�W�F�S�T���U�I�B�U���D�S�F�B�U�F���M�P�Z�B�M���B�D�D�P�V�O�U���I�P�M�E�F�S�T���B�O�E���F�N�Q�M�P�Z�F�F�T
�t���5�V�S�O�J�O�H���V�O�Q�S�P�í�U�B�C�M�F���B�D�D�P�V�O�U���I�P�M�E�F�S�T���J�O�U�P���Q�S�P�í�U�B�C�M�F���P�O�F�T
�t���*�E�F�O�U�J�G�Z�J�O�H���O�F�X���S�F�W�F�O�V�F���B�O�E���H�S�P�X�U�I���P�Q�Q�P�S�U�V�O�J�U�J�F�T
�t���4�U�S�F�O�H�U�I�F�O�J�O�H���B�D�D�P�V�O�U���I�P�M�E�F�S���S�F�M�B�U�J�P�O�T�I�J�Q�T
�t���(�B�J�O�J�O�H���B���M�B�S�H�F�S���T�I�B�S�F���P�G���X�B�M�M�F�U



!""#$%&'(#%)*+#%$%&#$" 
AllianceLink Financial goes beyond traditional surveys to improve the 
overall customer experience in your !nancial institution by providing:

At the core of AllianceLink Financial are the Employee and Customer 
Engagement surveys that measure and establish a baseline assessment 
of satisfaction, loyalty, and advocacy. "ese surveys, combined with 
the Customer Experience surveys, measure loyalty and performance at 
speci!c touch points. 

,-."/0''*,%1$1'-'%2*3456'0*
To engage your account holders, you must !rst engage your employees. 
Engaged and loyal employees have a direct e#ect on account holder 
relationships and ultimately on your bottom line. "e Employee 
Engagement survey is a comprehensive tool measuring critical 
attributes of loyalty including pay and performance, customer and 
employee focus, leadership and working relationships. "e data and 
written reports provide your company with insight into current 
performance along with speci!c Key Drivers, allowing you to focus on 
areas that have the greatest impact on improving employee loyalty and 
overall business performance.

7482/-'5*,%1$1'-'%2*3456'0 
"e Customer Engagement survey is our proven approach to measuring 
your account holderÕs overall experience. "is research-based tool 
typically administered annually, gathers information to determine 
how your !nancial institution is currently performing and how it 
is perceived by your account holders. "e Customer Engagement 
survey deliverables include a written report with Key Drivers, industry 
benchmark comparisons and a Loyalty Index which may be tracked 
over time to monitor performance and measure progress. "is 
information is vital to understanding your account holders to improve 
the overall customer experience.

7482/-'5*,9.'5#'%&'*3456'08 
"e Customer Experience surveys measure unique attributes relating 
to speci!c transactions, as well as overall performance. "ey include 
industry benchmark questions and assess satisfaction, loyalty, and 
advocacy in your !nancial institution. "ese surveys include:

7482/-#:';*3456'08 
Customized surveys are developed based on your unique objectives to 
provide you with meaningful and reliable results. Survey topics may 
include: 
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AllianceLink Financial survey results are presented in a combination of easy-to-
understand reports and insightful consulting services that lead to informed decision-
making and action planning. 

=$2$*<'./528
"e data reports provide a complete presentation of overall and !ltered results including:

>5#22'%*<'./528
Scantron Survey ServicesÕ consultants provide an in-depth interpretation of the data 
presented in a written report. "e report includes:
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Paper surveys are mailed directly to 
respondents or bulk shipped for distribution.

>'@*
Online surveys are distributed via email, cover 
letter or linked from a website.

A/@#"'*3456'08*
Mobile surveys are distributed via Quick 
Response (QR) and 2D codes printed on 
cover letters, receipts or other promotional 
materials. "e code may be linked to a mobile 
or telephone survey.

B'"'.C/%'*
Telephone administration includes inbound 
and outbound calling capabilities.

D0@5#;*
Surveys may be administered through any 
combination of paper, web and telephone.
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Considering all aspects of your 
overall experience with us,  how would 

you rate your relationship with us? 

When you are in the market for 
additional financial service, will you 

come to us first?
Overall Recommend

The KEY DRIVERS (Independent Variables):

�� Overall rating of branch staff (q15g)

�� Ease of doing business with us 
(excellence)  (q2j)

�� I feel that ABC Bank values me as a 
customer (q10a)

The KEY DRIVERS (Independent Variables):

�� Ease of doing business with us 
(excellence)  (q2j)

�� I believe ABC Bank has my best 
financial interest as a priority (q10c)

�� ABC Bank staff :  helpful, relevant 
financial advice (q15d)

The KEY DRIVERS (Independent Variables):

�� Overall rating of branch staff (q15g)

�� Ease of doing business with us 
(excellence)  (q2j)

�� ABC Bank  is a trustworthy provider 
of financial services (q12d)

�� ABC Bank staff:  friendly and 
courteous (q15c)

>+#'?/4@+/'A)$%#343'5$:.%+
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AllianceLink Financial survey administration options 
include paper, web, telephone or a hybrid based on the 
survey objectives, targeted respondent demographics, 
timeline and budget. 
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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.

23%+4**')(-%5'(6+7'()(-')*+489)(.)0% 
Whether you have a current survey program in place today or are just beginning to explore account holder and employee feedback, Scantron 
Survey Services o!ers AllianceLink Financial as a proven, research-based tool that meets your "nancial organization’s needs. Our solution 
includes:

�t���&�N�Q�M�P�Z�F�F���&�O�H�B�H�F�N�F�O�U�
���$�V�T�U�P�N�F�S���&�O�H�B�H�F�N�F�O�U�
���B�O�E���$�V�T�U�P�N�F�S���&�Y�Q�F�S�J�F�O�D�F���T�V�S�W�F�Z�T���G�P�S���B���D�P�N�Q�M�F�U�F���T�P�M�V�U�J�P�O���U�I�B�U���X�J�M�M���E�S�J�W�F����
�B�E�W�P�D�B�D�Z���B�O�E���C�P�U�U�P�N���M�J�O�F���T�V�D�D�F�T�T

�t���*�O�D�P�S�Q�P�S�B�U�J�O�H���F�Y�J�T�U�J�O�H���.�$�*�'���$�3�.���J�O�G�P�S�N�B�U�J�P�O���U�P���Q�S�P�W�J�E�F���B�E�E�J�U�J�P�O�B�M���T�F�H�N�F�O�U�B�U�J�P�O���P�G���T�V�S�W�F�Z���E�B�U�B
�t���$�P�N�C�J�O�J�O�H���B�E�N�J�O�J�T�U�S�B�U�J�P�O���N�F�U�I�P�E�P�M�P�H�J�F�T���U�P���S�F�E�V�D�F���D�P�T�U�T���B�O�E���J�O�D�S�F�B�T�F���S�F�T�Q�P�O�T�F���S�B�U�F�T�‰�Q�B�Q�F�S�
���X�F�C�
���U�F�M�F�Q�I�P�O�F�
���P�S���B���I�Z�C�S�J�E
�t���1�S�P�W�J�E�J�O�H���E�F�U�B�J�M�F�E���E�B�U�B���S�F�Q�P�S�U�J�O�H���U�I�B�U���D�P�W�F�S�T���,�F�Z���%�S�J�W�F�S�T�
���J�O�E�V�T�U�S�Z���C�F�O�D�I�N�B�S�L���D�P�N�Q�B�S�J�T�P�O�T�
���B�O�E���U�S�F�O�E���B�O�B�M�Z�T�J�T���P�O���Z�P�V�S���S�F�T�V�M�U�T
�t���&�O�B�C�M�J�O�H���B�D�D�F�T�T���U�P���P�V�S���F�Y�Q�F�S�U���U�F�B�N���P�G���M�P�Z�B�M�U�Z���B�O�E���F�O�H�B�H�F�N�F�O�U���1�I���%�����B�O�E���D�P�O�T�V�M�U�B�O�U���T�U�B�ì���U�P���J�N�Q�M�F�N�F�O�U���B�O�E���J�N�Q�S�P�W�F���U�I�F���D�V�T�U�P�N�F�S����

�F�Y�Q�F�S�J�F�O�D�F���J�O���Z�P�V�S���í�O�B�O�D�J�B�M���J�O�T�U�J�U�V�U�J�P�O
�t���1�S�P�W�J�E�J�O�H���B�E�E�J�U�J�P�O�B�M���D�P�O�T�V�M�U�B�U�J�W�F���T�F�S�W�J�D�F�T���U�P���E�F�W�F�M�P�Q���B�D�U�J�P�O���Q�M�B�O�T���U�I�B�U���M�F�B�E���U�P���Q�P�T�J�U�J�W�F���C�V�T�J�O�F�T�T���S�F�T�V�M�U�T
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#e Scantron Customer Experience Management Award (CEMA) recognizes, honors 
and celebrates "nancial institutions for their outstanding performance as assessed by 
the AllianceLink Financial solution. Receiving a CEMA is a distinct honor con"rming 
the "nancial institution’s success in improving and achieving the highest standards in 
customer and employee experience management. 
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Our goal is to create long-term relationships built on trust with our clients. We succeed 
only when our clients succeed. 


