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This report looks at the following areas:

« Consumer behaviours and attitudes related to customer retention and
loyalty in Canadian consumer banking. It explores the competitive
landscape of the major banks, switching intention of consumers, factors
influencing switching, satisfaction with main bank/credit union and
attitudes related to customer retention and banking preferences.

¢ In the context of this Report, teens refers to 13-17 year olds.

The Canadian consumer banking industry is dominated by the big five banks
(and Desjardins in Quebec). But there is strong competition, not only among
them, but from credit unions, digital banks and Fintech challengers. While
COVID-19 has intensified the use of online and mobile banking, branches
remain a source of strength to the major banks. Satisfaction levels are high,
which helps customer retention but, of course, building more share of wallet is
an ongoing challenge. Banks need to meet the basic needs of their customers,
but beyond that they need to know their customers, reward their loyalty,
provide excellent customer service and enable them to interact in a seamless
way with the bank — when, where and how the customers want.

The red-hot housing market has ensured strong growth, not only in mortgages,
but other home equity products as homeowners borrowed more to upgrade
their homes; the result of white-collar employees spending more time at home
due to the pandemic. With immigration being a key driver of population
growth, atftracting new Canadians is also a major point of focus. The use of
incentives to encourage multiple product ownership and switching is also an
important method of building wallet share and acquiring new customers.

Some more specific points from this Report include:

» 77% of consumers choose a big five bank as their main bank.
« 16% of banking consumers are considering switching their bank/credit
union in the next year, overindexing among younger consumers.
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“The major banks in Canada
continue to enjoy an
oligopoly, while digital banks
attract those looking for a no-
fee model and better rates on
deposits. With high overall
satisfaction levels, it is unlikely
that the competitive
positioning of the banks will
change, but digital
challengers have a role to
play as niche players.”

- Sanjay Sharma, Senior
Financial Services Analyst

Buy this report now

Visit store.mintel.com

EMEA  +44 (0) 20 7606 4533

Brazil 0800 095 2094

Americas +1(312) 943 5250

China  +86 (21) 6032 7300

APAC +61(0) 2 8284 8100

© 2022 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.



/reports.mintel.com//display/store/1104653/

Customer Retention and Loyalty - Canada - 2022

Report Price: £3695 | $4995 | €4400

The above prices are correct at the time of publication, but are subject to change due to currency fluctuations.

Table of Contents

OVERVIEW

* What you need to know

Key issues covered in this Report

EXECUTIVE SUMMARY

Top takeaways

Market overview

Outlook on customer retention and loyalty in banking
Figure 1: Customer retention and loyalty in banking outlook,
2022-27

Opportunities

Branch relationships foster loyalty

New customer deal matters most to Asian Canadians
Tangerine and Simplii have the highest net promoter scores
Challenges

Openness to Open Banking is low

Younger consumers more likely to look for assistance in

using mobile apps

THE MARKET - MARKET FACTORS

Immigrants a major driver of growth
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Frothy housing markets remain a concern
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products...
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Simplii intfroduces digital identity verification for newcomers
to Canada
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Figure 7: Infroducing RBC Vantage, July 2021

Laurentian Bank unveils turnaround strategy

reports.mintel.com

MINTEL

What's included

Executive Summary

Full Report PDF

Infographic Overview

Powerpoint Presentation

Interactive Databook

Previous editions

Did you know?

This report is part of a series
of reports, produced to
provide you with a more
holistic view of this market.

All Mintel 2020 reports
conftain specific COVID-19
related research and
forecasts. The world's
leading brands rely on
Mintel reports for the most
complete, objective and
actionable market
intelligence.

Buy this report now

Visit store.mintel.com

EMEA  +44 (0) 20 7606 4533

Brazil 0800 095 2094

Americas +1(312) 943 5250

China +86 (21) 6032 7300

APAC +61(0) 2 8284 8100

© 2022 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.


/reports.mintel.com//display/store/1104653/

Customer Retention and Loyalty - Canada - 2022

Report Price: £3695 | $4995 | €4400

The above prices are correct at the time of publication, but are subject to change due to currency fluctuations.

* Canada Post, TD Bank team up to offer financial services at

post offices

KEY PLAYERS - MARKETING CAMPAIGNS

» Scotiabank tries to put financial worries to rest to get clients
sleeping better
Figure 8: Scotiabank | Sleep Advisor, December 2021

* Coast Capital finds new value in financial partnerships
Figure 9: Coast Capital | You're not just our custfomer, we're
your partner, February 2022

« CIBC turns its new logo into a portal for financial
confidence
Figure 10: CIBC | Ambitions made real, September 2021

» Vancity's rebranding
Figure TI: Vancity| Be a financial force for change, March
2021

CONSUMER FAST FACTS: CUSTOMER RETENTION & LOYALTY IN
BANKING

CHOICE OF BANK

- Big banks dominant choice for Canadians
Figure 12: Choice of bank, 2022
Figure 13: ATB mobile display ad, March 2022

« Desjardins is the overwhelming favourite of Quebecers
Figure 14: Desjardins Facebook ad, January 2022
Figure 15: Choice of main bank, Quebec vs overall, 2022

« Customer loyalty

* Desjardins has the highest proportion of customers who
consider it their main bank
Figure 16: Proportion of customers who consider the bank fo
be their main bank/credit union, 2022

* Tangerine and Simplii have the highest net promoter scores
Figure 17: "I would recommend my main bank/credit union
financial institution to a friend or family member” (% agree),
by choice of main bank, 2022
Figure 18: Tangerine Facebook ad, October 2021

= Online and challenger banks aim to carve out a niche

SWITCHING FACTORS

« Only a small number plan to switch...
Figure 19: Switching intention, 2022

« ..fuelled by dissatisfied customers

Figure 20: Switching intention of customers, by level of
satisfaction, 2022
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» Low/no fees on chequing accounts is the top switching
factor
Figure 21: Neo Financial Facebook ad, January 2022
Figure 22: Factors influencing switching, 2022

* Younger customers more likely to switch for investment
products and ATMs
Figure 23: Factors influencing switching (select), 18-44s vs
over-45s, 2022

« Customer service is more of a top-ranked trigger for
over-45s
Figure 24: Vancity Instagram post, October 2021

* New customer deal matters most to Asian Canadians
Figure 25: RBC Facebook ad, March 2022
Figure 26: Factors influencing switching (select), Asian
Canadians vs overall, 2022

« Other switching factors

Figure 27: Meridian Credit Union Facebook ad, January 2022

SATISFACTION WITH MAIN BANK

* Overall satisfaction is high
Figure 28: Overall satisfaction with main bank, 2022

 Friendliness of branch staff and security of online banking
rank highest in satisfaction
Figure 29: Satisfaction with main bank attributes, February
2022

« Over-55s most satisfied with branches
Figure 30: Satisfaction with banking select attributes (% any
satisfied), by age, 2022

» Some differences by ethnicity emerge
Figure 31: Satisfaction with select banking attributes (% any
satisfied), Chinese Canadians and South Asians” vs overall,
2022

- Digital banks lead
Figure 32: Overall satisfaction with main bank, by choice of
main bank, 2022

BRANCH BANKING

* Most customers have a good relationship with their local
branch
Figure 33: Attitudes towards branches, 2022

« Over-55s have a stronger connection with bank branches
Figure 34: Attitudes towards branches (% agree), by age,
2022
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Branch relationships foster loyalty
No significant change in branch visits envisaged
Figure 35: Branch attitudes (% agree), 2022

DIGITAL TRENDS

Most consumers are attracted to digital banks due to no-
fee banking

Figure 36: EQ Bank Mobile display ad, March 2022

Figure 37: Attitudes related to digital banks, 2022

Even younger consumers seek a face-to-face connection
Figure 38: Atftitudes related to digital banks, by age, 2022
Figure 39: Motusbank Facebook ad, November 2021
Younger consumers more likely to look for assistance in
using mobile apps

Figure 40: Digital attitudes (% agree), 2022

Openness to Open Banking is low

Figure 41: General banking attitudes (% agree), 2022
COVID-19 has not made a significant impact on trust levels

APPENDIX - DATA SOURCES AND ABBREVIATIONS

Data sources

Consumer survey data

Teen consumer survey data
Consumer qualitative research

Abbreviations and terms
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About Mintel

Mintel is the expert in what consumers want
and why. As the world’s leading market

intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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