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"The financial services industry is changing rapidly, and
there are more alternatives to traditional institutions and
traditional ways of transacting business than ever before.

The key to successfully marketing financial services is to

take a customer-centric approach, creating partnerships

with customers that are built on an understanding of
financial needs and a personalization of solutions."
- Robyn Kaiserman, Sr Financial Services Analyst

This report looks at the following areas:

BUY THIS
e Customer service is a weak point with young customers RE PO RT NOW

e Young men are most vulnerable to switching tactics
e Trust continues to be an issue
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Blacks and Hispanics need insurance
Figure 23: Location of accounts, by Hispanic origin and race, March 2017
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Regardless of age, men make most of the financial decisions
Figure 24: Financial decision making, by gender and age, March 2017
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Men are more likely to seek out information
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Satisfaction with customer service is highest with investment companies
Figure 30: Customer satisfaction, by type of financial institution, March 2017
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Opportunities to reach out to younger consumers
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Figure 33: Interest in services, by parental status, March 2017
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Men are more likely to respond
Figure 34: Response to messages, by gender, March 2017
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Switching activity

Men more willing to switch
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Figure 37: Attitudes toward finance and financial services, by gender, March 2017
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Consumers get information from a wide variety of sources
Figure 44: TURF analysis — Sources of financial information, March 2017
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Direct marketing

Figure 46: Percentage change in mail volume, MoM, YoY, April 2016-April 2017

Bank account acquisition efforts
Checking accounts

Savings accounts

Credit card acquisition efforts

Mail volume

Figure 47: Mailers’ percentage of market share, January 2017-April 2017

Credit card mailing response rates
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