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Economic Headwinds Erode Canada Bank Customers’ Financial Health and Satisfaction, J.D. Power Finds

RBC Royal Bank and Tangerine Bank Rank Highest in Respective Segments

Toronto: 20 Oct. 2022 — Rising inflation and interest rate hikes are taking a toll on the financial health of
bank customers in Canada’ and are eroding satisfaction with the banks, according to the J.D. Power 2022
Canada Retail Banking Satisfaction Study,*M released today. The study revealed a noticeable decline in
satisfaction in July-August 2022 (wave 2) from January through March 2022 (wave 1) as the percentage of
customers classified as financially healthy dropped to 38% from 50%, respectively. The worsening financial
health was most prominent among bank customers age 40 and older.

With about three in four customers acknowledging the rising cost of goods and services outpacing their
income and two in three taking some action to manage inflation, it seems that the banks have not adapted
yet to customers’ shifting needs and expectations. According to the study, only 32% of customers feel their
bank completely supports them in challenging times, the most influential key performance indicator (KPI)
affecting satisfaction.

“Canadian banks have not kept pace with the changing economic conditions nor the shifting needs and
expectations of their customers, at least when it comes to communicating,” said Jim Miller, executive
managing director, banking & payments intelligence at J.D. Power. “Customers are focused on mitigating
the challenging economic conditions, and banks need to meet them where they are—not where the banks
want them to be.”

Only 20% of customers recall their banks communicating with them on how to manage inflation or save for
a recession, and even fewer (18%) recall messages about paying down debt in a recession, with only 6% of
customers acting on this communication. At the same time, the study shows a greater appetite from bank
customers for more guidance from their financial institutions such as wishing to get advice from their bank
about strategies to manage inflation (31%); how to best save for a recession (30%); or how to pay down
debt in a recession (26%).

Following are some key findings of the 2022 study:

o Customers least satisfied with their bank’s ability to help save time or money: While banks
perform particularly well on traditional customer engagement metrics such as digital channels,
accessibility and trust, satisfaction scores are lowest for resolving problems or complaints and
helping retail bank customers save time or money, which has become a key priority for them.

« Financial health affects satisfaction: As the challenging economic conditions weigh on bank
customers, those who are classified as financial unhealthy are less satisfied with their banks (588
vs. 660, respectively, on a 1,000-point scale) yet are almost two times more likely to be charged a
fee in the past three months compared with those who are financially healthy (54% vs. 30%,
respectively).

e Yes, itis for the phone: Although the banks made significant strides to automate, digitize and
streamline customer service, phone interaction with the bank reps for a request or successful

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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problem resolution was one of the key performance indicators most frequently met by the banks
(83%), along with easy-to-understand interactions with the bank’s phone rep (87%).

Study Rankings

RBC Royal Bank ranks highest in satisfaction among Big 5 Banks for a third consecutive year, with a score
of 629. CIBC (615) ranks second and BMO Bank of Montreal (610) ranks third.

Tangerine Bank ranks highest among mid-size banks for an 11" consecutive year, with a score of 670. ATB
Financial (664) ranks second and Simplii Financial (662) ranks third.

The Canada Retail Banking Satisfaction Study, now in its 17" year, measures customer satisfaction with
Canada'’s large and mid-size banks. The scores reflect satisfaction among the entire retail banking
customer pool of these banks, representing a broader group of customers than solely the branch-
dependent and digital-centric segments. The study was redesigned for 2022 to measure satisfaction
across seven factors (in order of importance): trust; people; account offerings; allowing customers to bank
how and when they want; saving time and money; digital channels; and resolving problems or complaints.

The study is based on responses from 14,013 retail banking customers of Canada'’s large and mid-size
retail banks regarding their experiences with the financial institutions. The study was fielded in two waves
from January through March 2022 and from July through August 2022.

For more information about the U.S. Retail Banking Satisfaction Study, visit
https://canada.jdpower.com/financial-services/canada-retail-banking-satisfaction-study.

See the online press release at http://www.jdpower.com/pr-id/2022147.

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.
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J.D. Power
2022 Canada Retail Banking Satisfaction Study>"

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

Big 5 Banks

RBC Royal Bank 629

CIBC 615
Segment Average 613
BMO Bank of Montreal 610
TD Canada Trust 606
Scotiabank 599

Source: J.D. Power 2022 Canada Retail Banking Satisfaction Study>™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power asthe 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.



J.D. Power
2022 Canada Retail Banking Satisfaction Study*™

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

Midsize Banks

Tangerine Bank 670

ATB Financial 664
Simplii Financial 662
Segment Average 644

National Bank of Canada 639

629

Desjardins

HSBC Bank Canada

Source: J.D. Power 2022 Canada Retail Banking Satisfaction Study*M

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.



