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Credit Card Customers in Canada Curb Spending as Economy Sours and Alternative Payment Options
Emerge, J.D. Power Finds

Tangerine Bank Ranks Highest for Fourth Consecutive Year

TORONTO: 15 Sept. 2022 — Although consumers in Canada are generally satisfied with their credit cards,
they are using them less frequently and are looking to alternatives like buy now, pay later (BNPL) and
personal loans as the economy starts to sputter. According to the J.D. Power 2022 Canada Credit Card
Satisfaction Study,"M released today, more than one-third (36%) of credit card customers say they would
consider other financing options when making a large purchase and among those planning to switch cards,
20% say they would do so for a lower interest rate on purchases.

“Overall credit card customer satisfaction in Canada has been remarkably steady for the past several years,
and we're even seeing some increases in satisfaction with product and benefit-level satisfaction, but
macroeconomic trends and growing competition from alternative lending providers should raise concern
for card issuers,” says John Cabell, managing director of payments intelligence at J.D. Power. “Steps
taken now to tighten up problem resolution, better align rewards and benefits with customer needs and
improve customer engagement will be critical for customer retention and growth as we enter a potentially
difficult economic cycle.”

Following are some key findings of the 2022 study:

o Overall credit card satisfaction flat despite product improvement: Overall customer satisfaction
with credit cards is 764 (on a 1,000-point scale), which is roughly in line with overall satisfaction
scores during the past five years. Customer satisfaction with credit card terms (+5 points), benefits
and services (+3) and rewards (+2) all increase this year, but these gains are offset by a 2%
increase in problem incidence and challenges with digital problem resolution.

« Spending on primary card declines: The average credit card customer spent $1,144 per month on
their primary card this year, which is down $11 from a year ago. During the last five years, average
monthly spend is down $23. Meanwhile, cash, debit card and other non-credit card-related spending
is up 51% this year.

o BNPL and personal loans emerge as hot alternatives, especially for large purchases: When making
a large purchase, 36% of credit card customers say they would consider other financing options
such as personal loans, BNPL or flexible financing/installment loans. Personal loans are the most
popular of these lending alternatives, considered by 21% of customers entertaining a large
purchase, followed by BNPL at 17%. Reasonable fees and competitive interest rates are drivers for
considering these borrowing alternatives.

e Consumer financial health is suffering: More than half (54%) of credit card customers are now
classified as financially unhealthy,’ up nine percentage points from a year ago. This shift is even
more pronounced than the trend observed in the United States where the proportion of financially
unhealthy credit card customers has risen 4 percentage points this year. Additionally, 24% of credit

1 J.D. Power measures the financial health of any consumer as a metric combining their spending/savings ratio, credit worthiness and safety
net items like insurance coverage. Consumers are placed on a continuum from healthy to vulnerable.
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card customers in Canada say they are worse off financially in 2022 than the year before—up from
16% in 2021—and 31% of credit card customers say they are carrying revolving debt on their primary
cards, up from 24% in 2021. Notably—and contrary to overall trends—indebted cardholders’ product
feature satisfaction declines in 2022.

o Time for customers to reassess their credit card choices: Just 27% of credit card customers feel
they completely understand the benefits and card features available to them with their current
credit card. Among cashback cardholders, satisfaction with rewards declined significantly in 2022.
As the economy tightens and new lending alternatives continue to emerge, it is an ideal time for
customers to reevaluate their current card choices to ensure alignment between spending and
rewards/benefits.

Study Ranking

Tangerine Bank ranks highest in overall customer satisfaction for a fourth consecutive year, with a score
of 815. Canadian Tire (800) ranks second and American Express (796) ranks third.

The Canada Credit Card Satisfaction Study measures satisfaction of cardholders’ primary credit card
issuer. The study measures performance in six factors critical to the customer experience (in alphabetical
order): benefits and services; communication; credit card terms; customer interaction; key moments; and
rewards. The study was fielded in May-June 2022 and includes responses from 6,478 cardholders who
used a major credit card in the past three months.

For more information about the Canada Credit Card Satisfaction Study, visit
https://canada.jdpower.com/financial-services/canada-credit-card-satisfaction-study.

See the online press release at http://www.jdpower.com/pr-id/2022122.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company’s
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at
JDPower.com.
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J.D. Power
2022 Canada Credit Card Satisfaction Study>"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Tangerine Bank 815

Canadian Tire 800
American Express 796
PC Financial 789
Desjardins 777

RBC Royal Bank 764

Industry Average 764

CIBC 762
BMO Bank of Montreal 758
National Bank of Canada 751
Scotiabank 749
TD Canada Trust 747

MBNA 733

Capital One 720

Source: J.D. Power 2022 Canada Credit Card Satisfaction StudysM

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



