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Making an emotional connection: How banks compare to favorite brands
Percentage of respondents who agreed or strongly agreed

B Favorite brand mEFrimary bank

They make it easy for me to use their products and services

They “wow me" with the quality of their products and services

They routinely look for ways to improve my experience or deliver greater value
48%
They offer me the most value compared to the same types of products and services

They are transparent on product /service terms and fees

They know me and what | need

ll
2
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How emotional engagement varies by consumer segment
Percentage of respondents who agreed or strongly agreed

Traditicnalists B Online embracers M Digital adwenturers

motional connection (Describes my bank completebyveny well)
Emotional ection (Describes my betehyfveny well

My primary bank "wows - My primary bank

me"with the quality of knows me and
SEervices

My primary bank makes My primary bank is

iteasy for me touse transparent on

their praducts and 61% product’serice

SErvices 67% terms. and fees

My primary bank offers My primary bank is

me the most value routinely looking for

compared to the same ways to improve my

greater value

{exvem esrﬁ‘tfﬁffg’rrts'ﬁ;: 63 % 67 %

oy et 63% 68%
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Country-by-country comparison of customer segments

Traditionalists B Online embracers W Digital adventurers

Brazil
L 3%

United Kingdom

India
Australia
Mexico
Morway
Spain
Singapore
I
MNetherdands
Canada
L %]
France
United States
L 3%
Switzerland
5%
Gemany
China
5%
Indonesia
I T
Japan
| 17%]
A MM

https://www?2.deloitte.com/us/en/insights/industry/financial-services/digital-transform

ation-in-banking-global-customer-survey.html
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