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Executive
Summary

5HJXODWRU\�DFWLRQV�KDYH�IRUFHG�ÀQDQFLDO�LQVWLWXWLRQV�WR�UH�VWUDWHJL]H�WKHLU�EXVLQHVV�PRGHOV��DQ�DSSURDFK�WKDW�FRXOG�LQFUHDVH�RU�GHFUHDVH�

SURÀWDELOLW\�GHSHQGLQJ�RQ�WKH�VWUDWHJ\�FKRVHQ��%DQNV�FDQQRW�MXVW�DWWDFK�IHHV�WR�VWDWLF�VHUYLFHV�WR�FRXQWHUDFW�DQ\�GHFUHDVHG�UHYHQXH��7KLV�

LV�WUXH�UHJDUGOHVV�RI�KRZ�VLJQLÀFDQW�WKH�ORVV��DQG�VRPH�ORVVHV�DUH�SURYLQJ�WR�EH�VWDJJHULQJ��)RU�LQVWDQFH��GHELW�LQWHUFKDQJH�UHJXODWLRQV1 

DORQH�DUH�HVWLPDWHG� WR�KDYH�FXW� LQGXVWU\� LQWHUFKDQJH� UHYHQXH�E\�DV�PXFK�DV������ELOOLRQ�DQQXDOO\�2�5DWKHU� WKDQ� UDLVH� IHHV�� ÀQDQFLDO�

LQVWLWXWLRQV�PXVW� UHLQYHQW� WKHPVHOYHV�EDVHG�RQ� WKH� OLIHF\FOH�RI� WKH�FXVWRPHU�H[SHULHQFH��5HLQYHQWLRQ�VWDUWV�ZLWK� WKH� LQVWDOODWLRQ�RI�DQ�

´(DV\�%DQNLQJ�%XWWRQµ�WKDW�VWUHDPOLQHV�DQG�DXWRPDWHV�WKH�EDQNLQJ�H[SHULHQFH�WR�VDWLVI\�FXVWRPHUV�ZKLOH�UHGXFLQJ�FRVWV�

7RGD\��WKH�FXVWRPHUV�DUH�WKH�HPSRZHUHG�HQWLWLHV��WKH\�DUH�WKH�RQHV�ZKR�GLFWDWH�KRZ�DQG�ZKHQ�WKH\�LQWHUDFW�ZLWK�EXVLQHVVHV��0HHWLQJ�

customer expectations requires infrastructure changes in order to eliminate excess expenses and provide convenient services to customers 

DW�D�FRPSHWLWLYH�UDWH��

%DQNV�KDYH�D�WUHPHQGRXV�RSSRUWXQLW\�WR�JURZ�WKHLU�FXVWRPHU�EDVH�E\�RIIHULQJ�HDV\�EDQNLQJ��%DVHG�RQ�FDOFXODWLRQV�IURP�WKH�86�)HGHUDO�

Reserve3 DQG�&HQVXV�%XUHDX4�GDWD��RI�WKH�QHDUO\����PLOOLRQ�86�DGXOWV�ZLWKRXW�D�EDQN�DFFRXQW��DSSUR[LPDWHO\�IRXU�PLOOLRQ�DUH�QRW�FXUUHQW�

FXVWRPHUV� GXH� WR� IHHV� DQG� LQFRQYHQLHQFH�� 7KDW� QXPEHU�PLJKW� VHHP� LQVLJQLÀFDQW� ZKHQ� WKH� LQGXVWU\·V� ODUJHVW� SOD\HU� KDV� ���PLOOLRQ�

FXVWRPHUV���+RZHYHU��D�FRPSHOOLQJ�RSSRUWXQLW\�IRU�H[SDQVLRQ�LV�SUHVHQWHG�ZKHQ�DGGHG�WR�WKH�DGGLWLRQDO����PLOOLRQ�FXVWRPHUV�WKH�)HGHUDO�

5HVHUYH�GHÀQHV�DV�´XQGHUEDQNHGµ��WKRVH�ZLWK�D�EDQN�DFFRXQW��EXW�ZKR�XVH�DQ�DOWHUQDWLYH�ÀQDQFLDO�VHUYLFH�VXFK�DV�D�SD\UROO�FDUG��FKHFN�

FDVKHU�RU�SD\GD\�OHQGHU��

2QFH�DQ�RUJDQL]DWLRQ�GHFLGHV�WR�XQGHUWDNH�WKLV�WUDQVIRUPDWLRQ�DQG�LQVWDOOV�WKH�́ (DV\�%DQNLQJ�%XWWRQ�µ�H[HFXWLYHV�VKRXOG�IROORZ�WKHVH�WKUHH�

VWHSV�WR�XQGHUVWDQG�FXVWRPHU�H[SHFWDWLRQV��VWUDWHJL]H�QH[W�VWHSV�DQG�SULRULWL]H�DQ�LPSURYHG�FXVWRPHU�H[SHULHQFH�DFURVV�WKH�RUJDQL]DWLRQ�

� ���Align�FXVWRPHU�DQG�EXVLQHVV�SULRULWLHV�

� ���Assess ZKLFK�SURFHVVHV�FDQ�EH�RSWLPL]HG�WR�GULYH�FXVWRPHU�VDWLVIDFWLRQ�ZLWK�WKH�KLJKHVW�LPSDFW�RQ�UHGXFLQJ�H[SHQVHV�

� ���Adopt D�XQLÀHG��HQWHUSULVH�ZLGH�VWUDWHJ\�

2PEXG� KDV� LGHQWLÀHG� WKH� LPSOHPHQWDWLRQ� RI� H6LJQDWXUH� WHFKQRORJLHV� DV� D� UHLQYHQWLRQ� VWUDWHJ\� WR� EHQHÀW� WKH� FXVWRPHU�� 7KLV� SDSHU�

DGGUHVVHV�WKH�UROH�RI�H6LJQDWXUH�WHFKQRORJLHV�DORQJ�HDFK�VWHS�RI�UHLQYHQWLRQ�

1 ,Q�������6HFWLRQ������RI�WKH�'RGG�)UDQN�$FW��WKH�'XUELQ�$PHQGPHQW��FDSSHG�GHELW�LQWHUFKDQJH�IHHV�DW����FHQWV�SHU�WUDQVDFWLRQ�SOXV�D�VKDUH�RI�WKH�WUDQVDFWLRQ�
YDOXH�DQG�D�RQH�FHQW�IUDXG�SUHYHQWLRQ�DGMXVWPHQW��KWWS���ZZZ�JSR�JRY�IGV\V�SNJ�3/$:����SXEO����KWPO�3/$:����SXEO����KWP
2 KWWS���ZZZ�VWDQGDUGDQGSRRUV�FRP�UDWLQJV�DUWLFOHV�HQ�XV�"DUWLFOH7\SH +70/	DVVHW,' ������������� 
3 KWWS���ZZZ�IHGHUDOUHVHUYH�JRY�HFRQUHVGDWD�FRQVXPHUV�DQG�PRELOH�ÀQDQFLDO�VHUYLFHV�UHSRUW��������SGI�
4 KWWS���TXLFNIDFWV�FHQVXV�JRY�TIG�VWDWHV�������KWPO�
��KWWS���ÀOHV�VKDUHKROGHU�FRP�GRZQORDGV�21(�����������[�[�������D������E���ID����G���E��ID�D�E�G�H�I�-30&B����B$5�SGI

��
��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����

http://www.gpo.gov/fdsys/pkg/PLAW-111publ203/html/PLAW-111publ203.htm
http://www.standardandpoors.com/ratings/articles/en/us/%3FarticleType%3DHTML%26assetID%3D1245333051340
http://www.federalreserve.gov/econresdata/consumers-and-mobile-financial-services-report-201303.pdf
http://quickfacts.census.gov/qfd/states/00000.html
http://files.shareholder.com/downloads/ONE/2657490261x0x652147/a734543b-03fa-468d-89b0-fa5a9b1d9e5f/JPMC_2012_AR.pdf
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%DQNLQJ�%HQHÀWV

2PEXG��,QF��SXEOLVKHG�WKLV�JUDSKLF�LQ�FRQWH[W�RI�DQ�H[WHQVLYH�UHSRUW�EDVHG�RQ�2PEXG�UHVHDUFK�IURP�$XJXVW�
������7KH�UHSRUW�LV�DYDLODEOH�IRU�GRZQORDG�LQ�LWV�HQWLUHW\�DW�KWWS���ZZZ�RPEXG�FRP�U�HVLJQEDQN��

Optimize the Customer Experience

&XVWRPHU�H[SHULHQFH�KDV�EHFRPH�WKH�PDLQ�GULYHU�EHKLQG�HQWHUSULVH�ZLGH�SURFHVV�
LPSURYHPHQW�LQLWLDWLYHV�LQ�EDQNV�DQG�FUHGLW�XQLRQV��7KH�QHFHVVLW\�WR�VSHHG�
SURFHVVHV�DFURVV�OLQHV�RI�EXVLQHVV��SDUWLFXODUO\�KLJKO\�FRPPRGLWL]HG�FXVWRPHU�
WUDQVDFWLRQV��UHTXLUHV�DQ�HOLPLQDWLRQ�RI�SDSHU�EDVHG�ZRUNÁRZV��

$V�D�UHVXOW��LQQRYDWLYH�GHSDUWPHQWV�LQ�EDQNV�DQG�FUHGLW�XQLRQV�DUH�FROODERUDWLQJ�RQ�
SULRULWL]HG�HQWHUSULVH�ZLGH�H6LJQDWXUH�LPSOHPHQWDWLRQV��WUDQVIRUPLQJ�WKH�LQGXVWU\�
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���;�SURGXFWLYLW\
DQG��;�ORDQ�YROXPH
without adding staff

5HDOL]H�XSZDUGV�
RI�����.�VDYLQJV�

LQ�ÀUVW�\HDU�

Borrowers 

Complete and

Return 

Documents the 

Same Day

Returned in

5 Minutes

91%

66%

��
��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����

http://www.ombud.com/r/esignbank


Business priorities should parallel customer priorities

$OLJQLQJ�EXVLQHVV�DQG�FXVWRPHU�SULRULWLHV� LQYROYHV� LQVWDOOLQJ� WKH�´(DV\�%DQNLQJ�%XWWRQµ� WR�SURYLGH� WKH�DGYDQWDJHV�RI�PRGHUQ�

EDQNLQJ�DQG�OHQGLQJ�WUDQVDFWLRQV�DW�FRPSHWLWLYH�UDWHV��%DQNV�WKDW�KDYH�ORVW�FXVWRPHUV�DV�D�UHVXOW�RI�XQH[SHFWHG�IHH�LQFUHDVHV�

IRU�VWDQGDUG�VHUYLFHV�QRZ�IDFH�WKH�FKDOOHQJH�RI�UHJDLQLQJ�WKRVH�FXVWRPHUV�ZLWKRXW�QHJDWLYHO\�DIIHFWLQJ�WKH�WRS�OLQH��0HHWLQJ�ORZ�

FRVW�KLJK�YDOXH�H[SHFWDWLRQV�FRPSHOV�UHLQYHQWLRQ�RI�WKH�HQWLUH�FOLHQW�OLIHF\FOH��([HFXWLYHV�ZKR�KRSH�WR�IROORZ�LQ�WKH�IRRWVWHSV�RI�

WKH�PRVW�VXFFHVVIXO�FXVWRPHU�H[SHULHQFH�OHJHQGV�ZRXOG�EHQHÀW�IURP�ORRNLQJ�WR�$PD]RQ�RU�$SSOH�IRU�LQVSLUDWLRQ��+RZHYHU��WKH\�

ZRXOG�EH�EHVW�VXLWHG�WR�HPXODWH�EDQNV�DQG�FUHGLW�XQLRQV�WKDW�WUHDW�WKHLU�FXVWRPHUV�DV�LQQRYDWLRQ�SDUWQHUV�

Banking Convenience

,Q�����³VL[�\HDUV�EHIRUH�$PD]RQ�UHYROXWLRQL]HG� WKH�UHWDLO� LQGXVWU\�ZLWK� LWV�VROHO\�RQOLQH�PDUNHWSODFH³)LUVW�'LUHFW� UHGHÀQHG�

EDQNLQJ�ZLWK����������WHOHSKRQLF�RQO\�EDQNLQJ��:LWK�WKLV�PRGHO��)LUVW�'LUHFW�FRPSOHWHO\�E\SDVVHG�WUDGLWLRQDO�EDQNLQJ�

7KLQN�EDFN�WR�PRELOH�WHFKQRORJLHV�LQWURGXFHG�LQ�������7KH�1LQWHQGR�*DPH�%R\�DQG�0RWRUROD·V�0LFUR7$&��WKH�ÀUVW�DQDORJ�ÁLS�

SKRQH��ZHUH�VWDWH�RI�WKH�DUW��7KH�FRQFHSW�RI�anytime, anywhere�EDQNLQJ�WUXO\�ZDV�UHYROXWLRQDU\�

&XVWRPHU�DFFHVV�WR�EDQNV�LQ������ZDV�PRVWO\�OLPLWHG�WR�EUDQFK�KRXUV�RI�RSHUDWLRQ��7KH�QLQH�WR�ÀYH�ZHHNGD\�KRXUV�DQG�OXQFK�

KRXU�FORVXUHV�ZHUH�VLPSO\�QRW�FRQYHQLHQW�WR�WKH�W\SLFDO�ZRUNLQJ�SHUVRQ��$OWKRXJK�$70V�ÀUVW�LQWURGXFHG�VHOI�VHUYLFH�LQWR�EDQNLQJ�

LQ�������RQO\�DERXW����SHUFHQW�RI�$70V�ZHUH�ORFDWHG�RII�SUHPLVH�LQ�������

��KWWS���ZZZ�DED�FRP�DED�3')�*5BDWPIHHV�SGI

6WHS����$OLJQ

��
��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����

http://www.aba.com/aba/PDF/GR_atmfees.pdf


$OLJQ�

)LUVW�'LUHFW� QRW� RQO\� FRPPLWWHG� WR� LQVWDOOLQJ� WKH� ´(DV\�%DQNLQJ�%XWWRQµ� EXW� DOVR� WR� DOLJQLQJ� WKHLU� SULRULWLHV�ZLWK� FXVWRPHU� JRDOV��7KH�

FRPSDQ\� LQWURGXFHG� RQOLQH� EDQNLQJ� LQ� ������ DQG� FXVWRPHUV� DUH� LQFOXGHG� DV� SDUWQHUV� LQ� FRQWLQXHG� LQQRYDWLRQ��7KURXJK�)LUVW�'LUHFW�

/DE��FXVWRPHUV�YHW�XSGDWHV�SULRU�WR�UHOHDVH��7KLV�VWUDWHJ\�KDV�FDXVHG�WKH�EDQN�WR�EH�UDQNHG�IRXUWK�RYHUDOO�LQ�WKH�,QVWLWXWH�RI�&XVWRPHU�

6HUYLFH·V������8.�&XVWRPHU�6DWLVIDFWLRQ�,QGH[��MXVW�EHKLQG�RQOLQH�UHWDLOHUV�-RKQ�/HZLV��$PD]RQ�DQG�:DLWURVH��

6XFFHVVIXO� FXVWRPHU�FHQWULFLW\� EHFRPHV� PDQGDWRU\� ZKHQ� LQFUHDVHV� LQ� UHJXODWLRQV� DIIHFW� KRZ� FXVWRPHUV� EDQN� DQG� ERUURZ�� DV� WKH�

IROORZLQJ�FDVH�VWXG\�GHPRQVWUDWHV�

����.�0HPEHUV
:LVFRQVLQ�	�
0LQQHVRWD

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

Lending Convenience

%DQNV� DQG� FUHGLW� XQLRQV� DUH� EHLQJ� IRUFHG� WR� DGMXVW� SURFHVVHV� DORQJ� ZLWK�

HYROYLQJ�UHJXODWLRQV��6RPH�DGMXVWPHQWV�GLUHFWO\� LPSDFW�KRZ�FXVWRPHUV�KDYH�

EHFRPH�DFFXVWRPHG�WR�ERUURZLQJ��DQG�FRPSDQLHV�QHHG�WR�NHHS�FKDQJHV� LQ�

FRQVXPHU�SUHIHUHQFHV�LQ�PLQG�LQ�RUGHU�WR�PDLQWDLQ�D�SRVLWLYH�UHODWLRQVKLS�

Industry Perspective: Royal Credit Union

5R\DO�&UHGLW�8QLRQ� �5&8�� GLG� MXVW� WKDW�� ,Q� ������ UHJXODWRU\� FKDQJHV� IRUFHG�

5&8�WR�DFTXLUH�VLJQDWXUHV� IRU�DOO� ORDQV��FORVHG�HQG��UDWKHU� WKDQ�RQO\� IRU� WKH�

LQLWLDO�ORDQ��RSHQ�HQG���

5&8�NQHZ�WKDW�PDQ\�RI�WKHLU�UXUDO�FXVWRPHUV�FRXOG�QRW�HDVLO\�YLVLW�DQ�5&8�EUDQFK���$V�D�UHVXOW��5&8�QHHGHG�WR�SURYLGH�DQ�RSWLRQ�IRU�

WKRVH�FXVWRPHUV�ZKR�ZHUH�QRW�DFFXVWRPHG�WR�SK\VLFDOO\�PDNLQJ�D�WULS�LQWR�D�EUDQFK��2Q�0D\����������5&8�WUDQVLWLRQHG�WR�FORVHG�HQG�

OHQGLQJ�DQG�VWDUWHG�RIIHULQJ�H6LJQDWXUHV�LQ�WKHLU�FDOO�FHQWHUV��

´*LYLQJ�RXU�PHPEHUV�WKH�RSSRUWXQLW\�WR�VLJQ�WKHLU�ORDQ�GRFXPHQWV�ZLWKRXW�KDYLQJ�WR�VWRS�LQWR�DQ�RIÀFH�LV�YHU\�LPSRUWDQW�µ�DFFRUGLQJ�WR�

.DULQ�*HKUNH��%XVLQHVV�3URFHVV�$QDO\VW��5R\DO�&UHGLW�8QLRQ��´:H�ZDQW�WR�HQVXUH�ZH�DUH�ÀWWLQJ�RXU�PHPEHUV·�QHHGV�LQVWHDG�RI�PDNLQJ�

WKHP�ÀW�RXU�QHHGV�µ

&RQYHQLHQFH�QHHGV�WR�EH�EDODQFHG�ZLWK�FRPSHWLWLYH�UDWHV��(DVH�RI�XVH�RQO\�JRHV�VR�IDU� LQ�EXLOGLQJ�D�VXSHULRU�FXVWRPHU�H[SHULHQFH��

:LWKRXW�FRPSHWLWLYH�UDWHV��EDQNV�PD\�KDYH�GLIÀFXOW\�UHWDLQLQJ�FXVWRPHUV�WKURXJK�WKH�SURYLVLRQ�RI�FRQYHQLHQFH�DORQH�

� KWWS���ZZZ�LQVWLWXWHRIFXVWRPHUVHUYLFH�FRP�������8.�&XVWRPHU6DWLVIDFWLRQ,QGH[8.&6,�KWPO

http://www.instituteofcustomerservice.com/10560/UK-CustomerSatisfactionIndexUKCSI.html


$OLJQ�

Competitive Rates

3URYLGLQJ�FRPSHWLWLYH�UDWHV�LV�D�VLJQLÀFDQW�FKDOOHQJH�IRU�PDQ\�8�6��EDQNV�DV�WKH\�UH�

VWUDWHJL]H�WKH�PRQHWL]DWLRQ�RI�UHWDLO�EDQNLQJ��

$PRQJ�EDQNV�ZLWK�PRUH�WKDQ����ELOOLRQ�LQ�GHSRVLWV��DQ�DYHUDJH�RI������WR������SHUFHQW�

RI�FXVWRPHUV�FKDQJHG�EDQNLQJ� LQVWLWXWLRQV� LQ�������DFFRUGLQJ� WR� WKH�-�'��3RZHU�DQG�

$VVRFLDWHV������8�6��%DQN�&XVWRPHU�6ZLWFKLQJ�DQG�$FTXLVLWLRQ�6WXG\���

7KH�SULPDU\�UHDVRQ"�)HHV��

,Q�WKH������'HORLWWH�&HQWHU�IRU�)LQDQFLDO�6HUYLFHV�5HWDLO�%DQN�3ULFLQJ�6XUYH\��'HORLWWH�

SURSRVHG�WHQ�W\SHV�RI�SULFLQJ�PRGHOV��,Q�H[FKDQJH�IRU�D�UHGXFWLRQ�LQ�IHHV�����SHUFHQW�

RI�FXVWRPHUV�UHSRUWHG�D�SUHIHUHQFH�IRU�D�GLJLWDO�EDQNLQJ�SODQ��ZKLFK�ZRXOG�SURYLGH�D�

OLPLWHG�OHYHO�RI�LQ�SHUVRQ�VHUYLFHV��

%HFDXVH� EDQNLQJ� FXVWRPHUV� VHHN� FRPSHWLWLYH� UDWHV�� ÀQDQFLDO� LQVWLWXWLRQV� VKRXOG�

SULRULWL]H�LQLWLDWLYHV�IRU�VWUHDPOLQLQJ�ZRUNÁRZV�DQG�FXWWLQJ�H[FHVVLYH�H[SHQVHV�ZLWK�WKH�

JRDO�RI�XOWLPDWHO\�FXWWLQJ�FRVWV�SUHYLRXVO\� WUDQVIHUUHG� WR� WKH�FXVWRPHU�� ,W� LV�FUXFLDO� WR�

HVWDEOLVK�HDV\�WR�XVH��VWUHDPOLQHG�WUDQVDFWLRQV�IRU�WKH�JRRG�RI�WKH�FXVWRPHU��QRW�MXVW�

IRU�WKH�VDNH�RI�WKH�ERWWRP�OLQH�

/LNHZLVH��DQWLFLSDWHG�OHQGLQJ�UDWH�KLNHV�E\�WKH�HQG�RI������� might simply translate into 

GHFUHDVHG�ORDQ�GHPDQG��$V�WKH�UHÀQDQFH�PDUNHW�GULHV�XS�WKLV�LV�QRW�D�SRVLWLYH�RXWORRN�

IRU� OHQGHUV��DQG�PDQ\�PDMRU�EDQNV�DUH� OD\LQJ�RII� WKRXVDQGV� LQ� WKHLU�PRUWJDJH�XQLWV��

%DQNV�ZLOO�KDYH�WR�EH�IDVWHU�DQG�FKHDSHU�WR�FRPSHWH�IRU�H[LVWLQJ�ORDQV�11 

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

Imposing fees on the 
customer to counteract 
revenue loss has only 

FRPSRXQGHG�WKH�SUREOHP��
$W�7ZLQ�&LW\�)LQDQFLDO��7&)��
%DQN��IHHV�IRU�FKHFNLQJ�
services led to customer 
defection so great that 

income from service charges 
SOXPPHWHG����SHUFHQW�

LQ�WZR�\HDUV�12

��KWWS���PRQH\�FQQ�FRP������������SI�FXVWRPHUVBELJBEDQNV�LQGH[�KWP
��KWWS���ZZZ�GHORLWWH�FRP�YLHZ�HQB86�XV�6HUYLFHV�FRQVXOWLQJ�LQGXVWU\�I��FF�F��DE�F���9JQ9&0����������I��D5&5'�KWP
���KWWS���ÀQDQFH�IRUWXQH�FQQ�FRP������������IHGHUDO�UHVHUYH�LQWHUHVW�UDWHV�
11 KWWS���ÀQDQFH�\DKRR�FRP�QHZV�PRUWJDJH�UDWHV�IDOO�RULJLQDWRUV�EHFRPH�����������KWPO
12 KWWS���GLJLWDO�DPHULFDQEDQNHUPDJD]LQH�FRP�DPHULFDQEDQNHU�������"SJ ���SJ��

http://money.cnn.com/2012/02/27/pf/customers_big_banks/index.htm
http://www.deloitte.com/view/en_US/us/Services/consulting/industry/f44cc7c20ab8c310VgnVCM3000003456f70aRCRD.htm
http://finance.fortune.cnn.com/2013/07/12/federal-reserve-interest-rates/
http://finance.yahoo.com/news/mortgage-rates-fall-originators-become-222103372.html
http://digital.americanbankermagazine.com/americanbanker/201209%3Fpg%3D12%23pg12


Identify which processes can be optimized to drive customer satisfaction 

with the highest impact on reducing expenses

$V�RXWOLQHG�LQ�6WHS����FXVWRPHUV�ZDQW�FRQYHQLHQFH�DW�FRPSHWLWLYH�UDWHV��7R�SURYLGH�IRU�WKLV��EDQNV�QHHG�WR�XQGHUVWDQG�ZKLFK�

SURFHVVHV�FDQ�EH�PRVW�HDVLO\�VWUHDPOLQHG�IRU�WKH�JUHDWHVW�UHVXOWV��

%\�VRPH�HVWLPDWHV��D�´IUHHµ�FKHFNLQJ�DFFRXQW�FRVWV�EDQNV����������WR�VHUYLFH�DQQXDOO\�13�7R�PDLQWDLQ�WKH�IHDVLELOLW\�RI�´IUHH�µ�

EDQNV�QHHG�WR�ÀQG�D�ZD\�WR�FXW�WKHVH�VHUYLFLQJ�FRVWV�E\�LGHQWLI\LQJ�EXVLQHVV�OLQHV�LQ�ZKLFK�VWUHDPOLQLQJ�ZRUNÁRZV�ZLOO�KDYH�WKH�

JUHDWHVW�FRVW�VDYLQJV�

6WUDWHJLFDOO\�DQDO\]LQJ�WKH�FRVWV�RI�SDSHU�YV��GLJLWDO�SURFHVVHV�LV�HVVHQWLDO�IRU�FRPSUHKHQVLYH�DVVHVVPHQW��$OO�DVSHFWV�UHODWHG�WR�

RSHUDWLRQV��WUDQVSRUWDWLRQ��UHWHQWLRQ�DQG�FKDQJLQJ�UHJXODWLRQV�VKRXOG�EH�DGGUHVVHG��,W�LV�HVVHQWLDO�IRU�EDQNV�WR�XQGHUVWDQG�WKH�

LQWULFDFLHV�RI�WKHLU�SURFHVVHV�DQG�WKH�PRQHWDU\�EHQHÀWV�RI�HYHQ�PLQRU�FKDQJHV�

13 KWWS���RQOLQH�ZVM�FRP�DUWLFOH�6%������������������������������������������KWPO

6WHS����$VVHVV

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

http://online.wsj.com/article/SB10000872396390444032404578010631476813890.html


$VVHVV�

Industry Perspective: National Bank of Kansas City

)RU� LQVWDQFH�� LQ� $XJXVW� ������ WKH� 1DWLRQDO� %DQN� RI� .DQVDV� &LW\� �1%.&��

deployed eSignatures to streamline the online mortgage process for 

FXVWRPHUV�DFURVV�DOO����VWDWHV�14�,Q�IDFW��1%.&·V�VXFFHVV�LV�IRXQGHG�RQ�WKH�

understanding that this process had the greatest opportunity for savings on 

WRS�RI�WUDGLWLRQDO�GLJLWL]DWLRQ�JDLQV�

+LVWRULFDOO\��1%.&� VHQW� DQG� UHFHLYHG� ��� WR� ��� SDJH�PRUWJDJH� GRFXPHQWV�

YLD� 836� RU� HPDLOHG� WKHP� DV� VHFXUH� 3')V�� 3URORQJHG� FORVLQJ� WLPHV� �LQ�

some cases upwards of one month) not only meant a longer wait for the 

FXVWRPHU�EXW�DOVR�D�SRWHQWLDO�LQFUHDVH�LQ�FRVWV�WR�1%.&�ZKR�ZDV�DFWLQJ�DV�D�

FRUUHVSRQGHQW�OHQGHU�IRU�PRUWJDJH�LQYHVWRUV�VXFK�DV�:HOOV�)DUJR�

0RUWJDJH�LQWHUHVW�UDWHV�DUH�PDGH�DYDLODEOH�WR�1%.&�IURP�WKRVH�QDWLRQDO�EDQNV�

EX\LQJ�WKH�ORDQV��ZKLOH�1%.&�DJUHHV�WR�FORVH�WKH�ORDQV�ZLWK�WKH�ERUURZHU�DQG�

VHOO�WKHP�ZLWKLQ�D�FHUWDLQ�WLPHIUDPH��W\SLFDOO\����GD\V��7KH�EX\HU�RI�WKH�ORDQ�

ZLOO�KRQRU�WKH�LQWHUHVW�UDWH�DW�ZKLFK�D�ERUURZHU�DJUHHV�IRU�WKH����GD\�´ORFN�LQ�

SHULRGµ�IRU�IUHH�EXW�ZLOO�RQO\�NHHS�WKH�LQWHUHVW�UDWH�´ORFNHGµ�WKHUHDIWHU�LI�ZHHNO\�

IHHV�DUH�SDLG��1%.&·V�ZHHNO\�ORFN�LQ�IHHV�UDQJH�IURP������WR��������

:LWK�H6LJQDWXUHV��1%.&�UHFHLYHV�FRPSOHWHG�PRUWJDJH�SDSHUZRUN�RQH�WR�WZR�

GD\V�VRRQHU�WKDQ�WKH\�GLG�SUHYLRXVO\��$FFRUGLQJ�WR�DQ�LQWHUYLHZHG�1%.&�ORDQ�

SURIHVVLRQDO��DV�RI�6HSWHPEHU�������1%.&�SURFHVVHV�DERXW�����ORDQV�SHU�

PRQWK��7KHUHIRUH��FORVLQJ�ZLWKLQ�WKH� ORFN�LQ�SHULRG�DQG�VDYLQJ�RQH�ZHHN�RI�

ORFN�LQ�IHHV�SHU�GRFXPHQW�WUDQVODWHV�WR�XSZDUGV�RI������PLOOLRQ�EDQN�WR�EDQN�

IHH�VDYLQJV�DQQXDOO\��

14 KWWS���ZZZ�DPHULFDQEDQNHU�FRP�EWQ���B���H�VLJQDWXUHV�IRU�RQOLQH�PRUWJDJHV�����������KWPO

3URFHVV�$ERXW�����
0RUWJDJHV�(DFK�0RQWK

����/RDQ�3URIHVVLRQDOV

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

������0�$QQXDO
%DQN�WR�%DQN�6DYLQJV

http://www.americanbanker.com/btn/24_12/e-signatures-for-online-mortgages-1044366-1.html


$�XQLÀHG��HQWHUSULVH�ZLGH�VWUDWHJ\�LV�HVVHQWLDO�WR�PD[LPL]H�UHVXOWV
6WDUWLQJ�ZLWK�WKH�JUHDWHVW�RSSRUWXQLW\�IRU�FRVW�VDYLQJV��ÀQDQFLDO�LQVWLWXWLRQV�KDYH�KDG�VXFFHVV�GHYHORSLQJ�D�UHSHDWDEOH�SURFHVV�

DQG�GHPRQVWUDWLQJ�YDOXH��)URP�WKHUH��WKH\�H[SDQG�DFURVV�EXVLQHVV�OLQHV�IRU�PD[LPXP�YDOXH��:LWKRXW�DQ�DOO�LQFOXVLYH�HQWHUSULVH�

VWUDWHJ\��ÀQDQFLDO�LQVWLWXWLRQV�DUH�KDUG�SUHVVHG�WR�GHYHORS�HQG�WR�HQG�GLJLWDO�ZRUNÁRZV��

Industry Perspective: Silicon Valley Bank

+HDYLO\�GULYHQ�E\�WKHLU�FOLHQW�EDVH��6LOLFRQ�9DOOH\�%DQN��69%��LQLWLDWHG�DQ�RQERDUGLQJ�SURMHFW�WR�VWUHDPOLQH�DQG�DXWRPDWH�WKH�LQLWLDO�

FOLHQW�H[SHULHQFH��7HFKQRORJLFDO�DGYDQFHPHQWV�DUH�DQ�H[SHFWDWLRQ�RI�69%·V�FOLHQWHOH��WHFKQRORJ\��OLIH�VFLHQFH�DQG�KHDOWKFDUH��

FOHDQWHFK��YHQWXUH�FDSLWDO��SULYDWH�HTXLW\�DQG�SUHPLXP�ZLQH�EXVLQHVVHV��69%�SURYLGHV�WKHVH�KLJKO\�LQQRYDWLYH�EXVLQHVVHV�ZLWK�

LQGXVWU\�NQRZOHGJH�DQG�FRQQHFWLRQV��ÀQDQFLQJ��WUHDVXU\�PDQDJHPHQW��FRUSRUDWH�LQYHVWPHQW�DQG�LQWHUQDWLRQDO�EDQNLQJ�VHUYLFHV�

IURP����8�6��RIÀFHV�DQG�VL[�LQWHUQDWLRQDO�RIÀFHV�

)RFXVLQJ�RQ�LPSURYLQJ�WKH�FOLHQW�H[SHULHQFH��69%·V�FOLHQW�RQERDUGLQJ�LQLWLDWLYH�PRYHV�DZD\�IURP�DOO�SDSHU�EDVHG�RQERDUGLQJ�

SURFHVVHV��7KH\�SUHYLRXVO\�GHYHORSHG�DQ�RQOLQH�IRUPDW�IRU�GDWD�HQWU\��LW�ZDV�RQO\�ORJLFDO�WR�DOVR�HPEHG�WKH�ÀQDO�VWHS³SDSHUZRUN�

DQG�VLJQDWXUHV³LQWR�WKH�SODWIRUP��7KH�QHZ�XVHU�LQWHUIDFH�LV�H[SHFWHG�WR�JR�OLYH�1RYHPEHU�������&OLHQWV�ZLOO�WKHQ�EH�DEOH�WR�ORJ�

LQWR�DQ�RQOLQH�DSSOLFDWLRQ�LQ�ZKLFK�SUH�SRSXODWHG�IRUPV�DUH�DYDLODEOH�IRU�HOHFWURQLF�VLJQLQJ��VXEPLVVLRQ�DQG�DUFKLYDO�

6WHS����$GRSW

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��



$GRSW

7UDGLWLRQDOO\��UHJXODWHG�GRFXPHQWV��WD[�,'�DQG�RULJLQDO�ZHW�VLJQDWXUH�FDUG�ZHUH�

UHTXLUHG�IRU�VXEPLVVLRQ�RI�SDSHUZRUN��0DQXDOO\�SURFHVVLQJ�WKH�ZHW�VLJQDWXUH�

FDUG�FUHDWHG�D�GHOD\�RI�DW� OHDVW�RQH�WR�WZR�ZHHNV�EHIRUH�VHUYLFHV�FRXOG�EH�

RSHQHG��,Q�FRPSDULVRQ��LQWURGXFLQJ�H6LJQDWXUHV�LQWR�WKH�LQ�SHUVRQ�ZRUNÁRZ�

PHDQV� WKH� RULJLQDO� H6LJQDWXUH� FDUG� LV� REWDLQHG� RQ� WKH� VSRW� IRU� LPPHGLDWH�

FRPSOLDQFH��1R�WLPH�ZDVWHG��QR�FRVW�DVVRFLDWHG�

69%·V�HOHFWURQLF�ZRUNÁRZ�LV�PHDQW� WR�EH�FRPSOLPHQWDU\�WR�WKHLU�KLJK�WRXFK�

KXPDQ�HOHPHQW��3HUVRQ�WR�SHUVRQ� LQWHUDFWLRQ� LV� LPSRUWDQW�� EXW� WKH�SURFHVV�

DOVR�KDV�D�VLJQLÀFDQW�LPSDFW�RQ�FXVWRPHU�VDWLVIDFWLRQ��DV�69%�KDV�OHDUQHG��

:LWK� WKHLU� WUDGLWLRQDO� SDSHU�EDVHG� FOLHQW� RQERDUGLQJ�� 69%·V� FXVWRPHU�

VDWLVIDFWLRQ� UDWLQJ�DYHUDJHG�����RXW�RI�������7KDW�DYHUDJH� LQFUHDVHG� WR�����

ZKHQ� 69%�PLJUDWHG� WR� SDUWLDOO\�HOHFWURQLF� RQERDUGLQJ� LQ� ZKLFK� GRFXPHQWV�

ZHUH�HOHFWURQLF��EXW�D�ZHW�VLJQDWXUH�FDUG�VWLOO�KDG�WR�EH�PDLOHG��

7KH� DGGLWLRQ� RI� LQ�SHUVRQ� HOHFWURQLF� VLJQDWXUH� FDUGV� KDV� IXUWKHU� LQFUHDVHG�

FXVWRPHU�VDWLVIDFWLRQ�UDWLQJV�WR�DQ�DYHUDJH�RI�����RXW�RI�������)URP�D�FOLHQW·V�

SHUVSHFWLYH��WKH�WUDQVDFWLRQ�LV�FRPSOHWHG�LPPHGLDWHO\�

%XLOGLQJ�RQ�WKLV�LQWURGXFWLRQ�RI�H6LJQDWXUHV��69%�LV�WDUJHWLQJ�VSHFLÀF�EXVLQHVV�

XQLWV� WR�GHYHORS� WKH�H6LJQDWXUH� IUDPHZRUN�DQG�H[SDQG� WKLV� IXQFWLRQ� WR� WKH�

HQWLUH�RUJDQL]DWLRQ�LQ������

0RYLQJ� IRUZDUG�� D� SDSHUOHVV� V\VWHP�ZLOO� DOORZ� IRU� WUHPHQGRXV� HIÀFLHQFLHV�

DQG�VLPSOLÀFDWLRQ�RI�EDFN�RIÀFH�SURFHGXUHV�WKURXJKRXW�WKH�OLIH�RI�WKH�DFFRXQW��

)RU�H[DPSOH�� WKH�SURFHVV�RI�DUFKLYLQJ� UHODWHG�SROLFLHV�DQG�SURFHGXUHV�ZDV�

GHYHORSHG� ORQJ� EHIRUH� HOHFWURQLF� WHFKQRORJLHV� ZHUH� DQ� RSWLRQ�� DQG� PDQ\�

EDQNV�DUH�VWLOO�OHYHUDJLQJ�RXWGDWHG��LQHIÀFLHQW�SURFHGXUHV��:LWK�H6LJQDWXUHV��

GRFXPHQWV� DUH� HDVLO\� JHQHUDWHG�� H[HFXWHG� DQG� VWRUHG�� 7KLV� ZLOO� JLYH� 69%�

DFFXUDWH��HDVLO\�UHWULHYDEOH�UHFRUGV�IRU�UHJXODWRU\�SXUSRVHV�DQG�FOLHQW�VHUYLFHV�

���,QWHUQDWLRQDO�
	����86�2IÀFHV

����%LOOLRQ�3D\PHQWV�
3URFHVVHG�LQ�����

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

��������(PSOR\HHV



%DQNLQJ�H[HFXWLYHV�PXVW�IRFXV�RQ�GLIIHUHQWLDWLQJ�WKHLU�VHUYLFHV�EDVHG�RQ�WKH�FXVWRPHU�H[SHULHQFH�DQG�UHODWHG�FRVWV��7DNLQJ�WKH�

EDQNHU�DZD\�IURP�WKH�SDSHU�SXVKLQJ�SURFHVV�IDFLOLWDWHV�LQWHUDFWLYH�VDOHV�SUDFWLFHV�DQG�PRUH�SHUVRQDOL]HG�SURGXFW�RIIHULQJV��,Q�

H[FKDQJH�IRU�D�UHGXFWLRQ�LQ�IHHV��PDQ\�ZRXOG�SUHIHU�GLJLWDO�DFFRXQWV��7KHVH�GLJLWDO�DFFRXQWV�UHTXLUH�OHVV�EDQN�UHVRXUFHV�ZKLOH�

HQDEOLQJ�EDQNV�WR�UHGXFH�IHHV�IRU�WKHLU�FXVWRPHUV��

([HFXWLYHV�KDYH�WKH�RSSRUWXQLW\�WR�VWUXFWXUH�WKHLU�,7�VWUDWHJ\�DURXQG�WKH�FXVWRPHU��7KH�IROORZLQJ�DUH�WKH�VWHSV�WR�GR�VR�VXFFHVVIXOO\��

Conclusion

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
��

 1. Align: 2IWHQWLPHV��ZKHQ�EXVLQHVVHV�DUH�SULRULWL]LQJ�FXVWRPHU�H[SHULHQFH�LQLWLDWLYHV��WKH\�DUH�QRW���

� DFWXDOO\�VROLFLWLQJ�IHHGEDFN�IURP�WKH�FXVWRPHU�RU�SULRULWL]LQJ�WKH�FXVWRPHU·V�LQWHUHVW��7R�UHJDLQ�� �

� FXVWRPHUV�ORVW�GXH�WR�WKH�ÀQDQFLDO�FULVLV��EDQNV�PXVW�ZRUN�ZLWK�WKHLU�FXVWRPHUV�WR�XQGHUVWDQG�ZKHUH��

� LQQRYDWLRQ�LV�PRVW�EHQHÀFLDO�

 2. Assess: )RU�D�PRUH�WLPHO\�UHWXUQ�IRU�WKH�FXVWRPHU��EXVLQHVVHV�QHHG�WR�VWDUW�ZLWK�SURFHVVHV�WKDW���

� ZLOO�\LHOG�WKH�KLJKHVW�H[SHQVH�UHGXFWLRQV�ZKHQ�RSWLPL]HG�

 3. Adopt: &ROODERUDWLRQ�DFURVV�EXVLQHVV�OLQHV�LV�LPSHUDWLYH�WR�XQGHUVWDQGLQJ�WKH�WUXH�FRVWV�DQG�� �

� SUREOHPV�DVVRFLDWHG�ZLWK�LQHIÀFLHQW�SURFHVVHV��:LWKRXW�HQWHUSULVH�ZLGH�DGRSWLRQ�DQG�SULRULWL]DWLRQ����

� VROXWLRQV�ZLOO�QRW�HQFRPSDVV�DQG�DPHOLRUDWH�WKH�WUXH�VFRSH�RI�LQHIÀFLHQFLHV��,QWURGXFLQJ�� � �

� WHFKQRORJLHV�LQWR�D�VLQJOH�EXVLQHVV�OLQH��FUHDWLQJ�UHSHDWDEOH�SURFHVVHV�DQG�H[SDQGLQJ�DFURVV�� �

� EXVLQHVV�OLQHV�LV�WKH�PRVW�HIIHFWLYH�ZD\�WR�HQVXUH�PD[LPXP�YDOXH�



2PEXG�LV�WKH�ZRUOG·V�OHDGLQJ�SURYLGHU�RI�RSHQ�UHVHDUFK�VROXWLRQV�IRU�%�%�WHFKQRORJ\�GHFLVLRQV��
&RPELQLQJ�UHDO�WLPH�DQDO\VLV��LQWHUDFWLYH�VRFLDO�UHVHDUFK�WRROV�DQG�WUDGLWLRQDO�UHVHDUFK�PHWKRGV��
2PEXG�VWUHDPOLQHV�DQG�VLPSOLÀHV�WKH�,7�SXUFKDVLQJ�SURFHVV�IRU�WRGD\·V�JOREDO�HQWHUSULVHV��

,QVSLUHG�E\�RPEXGVPHQ��2PEXG·V�PLVVLRQ�LV�WR�EH�D�QHXWUDO�LQWHUPHGLDU\�EHWZHHQ�WKRVH�EX\LQJ��
VHOOLQJ� DQG� UHFRPPHQGLQJ� HQWHUSULVH� WHFKQRORJ\�� /HYHUDJLQJ� UHDO�ZRUOG� XVH� FDVHV� DQG� UHDO�
WLPH�PDUNHW�UHVHDUFK��2PEXG·V�RSHQ�UHVHDUFK�SODWIRUP�KHOSV�HQWHUSULVHV�LGHQWLI\�WKHLU�EXVLQHVV�
QHHGV�DQG�XQFRYHU�WKH�EHVW�VROXWLRQ�IRU�WKHLU�EXVLQHVV�LQ�DQ�HQYLURQPHQW�IUHH�IURP�FRPSHQVDWHG�
RSLQLRQV��KLGGHQ�LQFOXVLRQV�IRU�FULWHULD�DQG�YHQGRU�ELDVHV�

3OHDVH�YLVLW�http://www.ombud.com/r/esignbank�IRU�PRUH�LQIRUPDWLRQ�

$ERXW�2PEXG

��&RS\ULJKW������2PEXG��,QF��$OO�5LJKWV�5HVHUYHG�� �����6HSWHPEHU�����
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