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Introduction



NPS Scores Do Not Correlate to Banking Performance

* Net promoter scores do not translate well to the

unique customer relationship in retail banking.

* BCX scores are designed to understand key
touchpoints in the retail banking relationship
across 7 “component” areas: customer loyalty,

ROA

customer trust, omni-channel experience, mobile

experience, website experience, call center
experience, and branch experience.

* NPS scores are poorly correlated to banking
business outcomes and offer little diagnostic

value.

» BCX offers the ability to create a diagnostic
across 24 key attributes of the retail banking

customer relationship.
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Methodology & Study Details

* Double-blind study fielded between July 15, 2023 and
November 30th, 2023

* Conducted through online and telephone surveys

* Evaluate customer experience across 7 component
areas (equally weighted)

* Component level scores are assessed on 24 key
attributes that drive customer success

Loyalty
Trust
Retention
Upsell
Cross-sell
Transparency

Mobile | Branch § * Integrity
Accountability

Web ' Tele J
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National Respondents: 71,643

534 banks included in the national study

50 state market studies & digital banking study

Age Distribution

16.62%

24.86%

28.29%

m18-32yearsold mw33-49yearsold = 50-65 years old

Income Distribution

9.42%

22.60%

33.88%
® Less than $50K = $50K to $100K = $100K to $200K » Greater than $200K

|BC_X
illinsights




BCX Study Can Be Tailored to Create an Individual Bank

Experience Diagnostic

* Identify specific areas to improve customer experience

* Understand which engagement channels matter most to your customers

* Identify breakdowns in omni-channel experience

* Understand what attributes drive trust, loyalty, and enhance performance

BCX Bank
Experience .
Diagnostic

Customer Tenure
Upsell/cross sell
Wallet Retention
Offering
Comprehensiveness
Likeliness to retain
Personalization
Website Reliability
Website Ease of Use
Branch Convenience

Aligned Values
Transparency
Customer Financial
Health Support
Financial Advice
Valued Customer
Sentiment

Website Quality
Issue Resolution
Branch Experience

Diagnostic evaluates each bank based on the customers’ responses to its
performance in 24 key attributes:

Omni-channel
Consistency

Intuitive Experience
Call Center
Experience

Mobile Reliability
Mobile Experience
Mobile Ease of Use
Call Center Frequency

BCX Insights, All rights reserved

IR
illinsights




BCX State Ranking
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New Mexico -BCX Ranking by National Percentile

New Mexico - Composite BCX Ranking
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BCX Component Score
Correlated to Returns



New Mexico — BCX Score Correlates to Performance
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ew Mexico — BCX Score Correlates to Performance
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New Mexico — BCX Score Correlates to P
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BCX Component
Rankings
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New Mexico - Customer Trust Ranking by National Percentile

New Mexico - Customer Trust Ranking
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New Mexico - Omni-Channel Exp. Ranking by National Percentile

New Mexico - Omni-Channel Experience Ranking

120
99
100 ~-=zec
91
80 ---- e
71 68
64
60 L BB . . .
50
45
40

40 - , - , : -~
) I

U.S. Bank Bank of Bank of America  WaFd Bank Chase BMO Harris  Enterprise Bank Average Wells Fargo Bank Pioneer Bank

Albuquerque & Trust

BCX Insights, All rights reserved 17

36

Century Bank

31
13
(I —
PNC Bank First American  The Citizens  Citizens Bank of
Bank Bank Las Cruces
"BCX
llinsights




New Mexico - Mobile Experience Ranking by National Percentile
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New Mexico - Mobile Experience Ranking
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New Mexico - Website Experience Ranking by National Percentile

New Mexico - Website Experience Ranking
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New Mexico - Call Center Experience Ranking by National Percentile

New Mexico - Call Center Experience Ranking
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New Mexico - Branch Experience Ranking by National Percentile

New Mexico - Branch Experience Ranking
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New Mexico - Component Heatmap by National Percentile
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BCX Age Bracket
Rankings



New Mexico -BCX Ranking by National Percentile
(18-32 years old)

New Mexico (18 to 32 years old) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile

(33-49 years old)

New Mexico (33 to 49 years old) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile
(50 to 65 years old)

New Mexico (50 to 65 years old) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile
(65+ years old)

New Mexico (65+ years old) - Composite BCX Ranking
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BCX Family Income
Bracket Rankings



New Mexico -BCX Ranking by National Percentile
(<$50K Family Income)

New Mexico (less than $S50K in family income) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile
($50K to $100K Family Income)

New Mexico (S50K to $100K in family income) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile
($100K to $200K Family Income)

New Mexico ($100K to $200K in family income) - Composite BCX Ranking
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New Mexico -BCX Ranking by National Percentile
(>$200K Family Income)

New Mexico (5200K+ in family income) - Composite BCX Ranking
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Component Scores by
Age & Income Brackets



New Mexico —-Customer Loyalty National Percentile
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New Mexico —Customer Trust National Percentile
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New Mexico -Omni-Channel Experience National Percentile
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New Mexico —Mobile Experience National Percentile

18-32years old 33-49years old 50-65 years old 65+ years old
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New Mexico -Website Experience National Percentile
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New Mexico -Call Center Experience National Percentile
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New Mexico -Branch Experience National Percentile

18-32 years old 33-49years old 50-65 years old 65+ years old

us.eank AN TN T

ward Bank I [

Bank of Albuquerque [T I [EEe T I R e

Bank of America “““_

BMO Harris s [ s | s

Chase 16 [ o NS

Pioneer Bank ““-_“

Enterprise Bank & Trust [ AR [ A L [

wellsFargoBank I T 0

FirstAmericanank RN [ 0

Pncgank [ ETI T

Century Bank (EIEN .

Citizens Bankof Las Cruces LT T R BT T

The citizens san SN INE W S
<$50K S50K-$100K $100K-$200K $200K+

us. sank RN T .

WaFdBank o [ R A T

Bankof Albuguerque I A i

Bank of America [/ ) A T T

BmoHaris . BEEAREEE B

chase [N SR "R I R T

PioneerBank IEIE . /A

Enterprise Bank & Trust [T [ T

welsFargoBank (PN 0

First American Bank I IPTIN o

PNC Bank 2 [ . NG

Century Bank v [ [ e

Citizens Bank of Las Cruces |EEZNI T ST

The citizens Bank ST S S TR

Greater Than 75 Percentile . 50t to 75 Percentile ﬂ 25t to 50 Percentile .

BCX Insights, All rights reserved

Less Than 25 Percentile .

|BC_X
illinsights




Market Level Attributes



New Mexico —-Key Benchmarks
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New Mexico -Channel Benchmarks

Average Annual Branch Visits Average Annual Call Center Contacts
7.00 2.50 2.47
2.45
2.40

2.35
2.30
2.25
2.20
2.15
2.10
2,05

18-32 years old  33-49years old  50-65 years old 65+ years old

6.00

5.00
4.00
3.00
2.00
1.00

18-32years old  33-49years old  50-65 years old 65+ years old

2.40

AVERAGE BRANCH VISITS PER YEAR

AVERAGE CALL CENTER CONTACTS PER YEAR

Average Monthly Mobile Visits Average Monthly Website Visits

8.00 6.00
E 7.00 g
=] = 5.00
= =
& 6.00 =
@ @2 4.00 3.53
Q @ .
s 5.00 g
=
2 4.00 Z 3.00
% 3.00 s
=7 € 200
= w
© 2.00 5}
2 2 100
$ 1.00 s
< =

18-32years old  33-49years old  50-65 years old 65+ years old 18-32years old  33-49years old  50-65 years old 65+ years old
) ) BCX
BCX Insights, All rights reserved 43 .I|"Insughts




New Mexico —Channel Importance
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New Mexico —-Channel Importance

Channel Experience Importance (All Ages)
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Thank You

For any questions or to get an in-depth Banking Experience Diagnostic please contact us at:

inquiries@bcxinsight.com
or

www.bcxinsight.com
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