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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 * National Respondents: 25,978

November 30th, 2023
* 442 credit unions included in the national study

* Conducted through online and telephone surveys
* 19 state & regional market studies

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

11.39%

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

Loyalty
Trust

31.74%

Retention
Upsell m18-32vyearsold = 33-49vyearsold = 50-65 years old 65+ years old
Cross-sell
& Transparency n Income Distribution
Mobile ' Branch § *  Integrity 3 0 30%

Accountability

_ g

Web ' Tele J

33.20%

m Less than $50K = $50K to $100K = $100K to $200K = Greater than $200K
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BCX Study Can Be Tailored to Create an Individual Credit Union
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

Diagnostic evaluates each credit union based on the customers’ responses to its
performance in 24 key attributes:
* Customer Tenure « Aligned Values ¢ Omni-channel
BCX Bank * Upsell/cross sell * Transparency Consistency
) + Wallet Retention e Customer Financial  ° Intuitive Experience
Experience - Offering Health Support + Call Center
Diagno stic Comprehensiveness  Financial Advice Experience
+ Likeliness to retain * Valued Customer * Mobile Reliability
* Personalization Sentiment * Mobile Experience
* Website Reliability * Website Quality * Mobile Ease of Use
* Website Ease of Use  Issue Resolution » (Call Center Frequency
* Branch Convenience * Branch Experience
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BCX State Ranking
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Florida -BCX Ranking by National Percentile

Florida - Composite BCX Ranking
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BCX Component Score
Correlated to Returns



Florida — BCX Score Correlates to Performance

Composite BCX Score to ROA
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Florida - BCX Score Correlates to

Customer Loyalty Score to ROA

Performance

Customer Trust Score to ROA
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Omni-Channel Experience Score to ROA
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Florida — BCX Score Correlates to Performance
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Florida - Customer Loyalty Ranking by National Percentile

Florida - Customer Loyalty Ranking
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Florida - Customer Trust Ranking by National Percentile

Florida - Customer Trust Ranking
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Florida - Omni-Channel Exp. Ranking by National Percentile

Florida - Omni-Channel Experience Ranking
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Florida — Mobile Experience Ranking by National Percentile

Florida - Mobile Experience Ranking
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Florida - Website Experience Ranking by National Percentile

Florida - Website Experience Ranking
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Florida - Call Center Experience Ranking by National Percentile

Florida - Call Center Experience Ranking
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Florida - Branch Experience Ranking by National Percentile

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



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

Florida (18 to 32 years old) - Composite BCX Ranking
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Florida -BCX Ranking by National Percentile
(33-49 years old)

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

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

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



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

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

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

Florida (S100K to $200K in family income)
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Florida -BCX Ranking by National Percentile
(>$200K Family Income)

Florida (S200K+ in family income) - Composite BCX Ranking
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Component Scores by
Age & Income Brackets



Florida -Customer Loyalty National Percentile

18-32yearsold  33-49yearsold  50-65years old 65+ years old <$50K $50K-$100K $100K-$200K $200K+
space Coast C.U. [T I I
tMcu -_““-_

Suncoast C.U.

Space Coast C.U.

tmcu | s | s [ . |
suncoast C.u. [SSEZ TN T ST S [

Navy Federal C.U. [ 7S S A e ] Navy Federal C.U. “ | 4w |

iTHINK Financial “_ iTHINK Financial “

Florida .. IESEET I I T | 85 | Florida C.u. [SSSRRNE 7 N S S A e

DFCU Financial [SSNEE N [ P R [ P I DFCU Financial IESEIET TN I Y

campus usa c.u. I A T | 2 | caMPUS UsA C.U. [T I [ [ T
MIDFLORIDA ¢.u. [SESE S T T [ MIDFLORIDA C.U.

Partners Federal C.U. ISR 93 | 29 | Partners Federal C.u. ISR s | s

Pen Air C.U. pen air c.u. IV ERE SR 9% |
Community C.U. (FL) [T I Community c.u. (FL) IEEIEANN | % |

vystar C.U. 47 | vystar C.u. SEEER I

GTE Financial 3 | = GTE Financial [NENECIM 7 S R T

Community First C.U. (FL) “ Community First C.U. (FL) “
Achieva C.U. 29 | 3| achieva c.u. INNETSNNNN I T .
Eglin Federal C.U. | a | Eglin Federal C.u. [REZANI SR T T

Penfed C.u. SEEERE T T penfed C.U. IS NN S R
Publix Employees Federal C.u. INMMMEETNNN E E B Publix Employees Federal c.u. IEIECII R /i T
Tyndall Federal C.U. SR T Tyndall Federal C.U. | om [ 0» | s
First Commerce C.U. “ First Commerce C.U. ““
Dade County Federal C.U. “ Dade County Federal C.U. “ “_

rairwinds c.. [INETINNN e e TR Fairwinds C.U. IR S

Grow Financial Federal C.U. s | [ 2 | Grow Finandial Federal c.U. [NMNEHNNN T ST
American Airlines c.U. [IEET SN NS T N S N TR American Airlines C.U. S EE S I N R S
USF Federal c.u. IS ERE [ a1 UsF Federal C.u. [ ST RN | % |

taunch c.. TSN I Y Y- T T Launch C.u. SRR [T I ™ R R
Addition Financial [NMMEIMMNNDRRRE N T addition Financial [EESET SN NN M T TR
Gulf Winds Federal c.u. ST [T I T S " R Gulf Winds Federal C.U. IS " M

EdFed - The Educational Federal C.u. INNNMNERN = NPTV M TR ccFed - The Educational Federal CU. IR i o e TR

First Florida ... [N IS 2N IR S N T First Florida C.u. [NNNETSNN N W I T
McCoy Federal c.u. S T S I T N T I MeCoy Federal C.u. NN INETINN
Tropical Financial c.. [ INET SN s Tropical Financial C.U. e 0

Greater Than 75 Percentile . 50" to 75t Percentile = 25t to 50™ Percentile . Less Than 25 Percentile .
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Florida -Customer Trust National Percentile

18-32 years old

33-49 years old

50-65 years old 65+ years old

Space Coast C.U. | % | 99 | 9 |
Vel o3 | 8 | o1 | s |
Suncoast C.U. [T I 7 T
Navy Federal C.U. IR R S s
THINK Financial 81 s | 1 |2 |

Florida c.u. [EEEN I e

DFCU Financial

campus usA c.u. I T

MIDFLORIDA C.u. [ S 7 A A R e

| 1|

Partners Federal C.U.

pen air c.u. IS TR S T %0
community c.u. (L) [EEEENERZRN T T
vystar C.U. s | % |

GTE Financial [T | 8 | 76 |

Community First C.U. (FL) [REE A N s e
Achieva C.U. YT

Eglin Federal C-U.“ “

PenFed C.U.

Publix Employees Federal C.u. IEER s NG |
Tyndall Federal c.u. [EEEIR T T TR

First Commerce C.U. [ NNESIIIL T
Dade County Federal C.. [ NNNNEZ IR IR R T
Fairwinds C.U. 20 . 2% |

Grow Financial Federal C.U. “
American Airtines c.. IEEFERNN INNUN T

USF Federal C.U. -_“—-

Launch C.U. o s

Addition Financial ““-__

Gulf Winds Federal C.U. S I e

EdFed - The Educational Federal C.. [N I TR S
First Florida .. [ EENEZ T I S R T

McCoy Federal C.U. EEEE R Ee T [ N I S
Tropical Financial .. | EESNN T2 T T

Greater Than 75t Percentile .
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50t to 75t Percentile |

<$50K S50K-$100K

$100K-$200K $200K+

Space Coast C.U.

el e
suncoast C.u. [T ERE TR
Navy Federal C.u. [SSRNE NN AT S S s [

iTHINK Financial

Florida C.u. I ER S

DFCU Financial
cAmpus usA c.u. IR T
MIDFLORIDA C.U.

Partners Federal C.U.

Community C.U. (FL) “

VyStar C.U.

GTE Financial

Community First C.U. (FL)
Achieva C.U. “

Eglin Federal C.U. __-_-_
PenFed C.U. | 39 ]

Publix Employees Federal ¢.u. IEEE R T S | 3|

Tyndall Federal .U, [NNET TN IS CHMN |

First commerce .. | EET-I ET T T TR

o | 95 |

Dade County Federal c.u. I LR IR 30 |
Fairwinds C.U. [T I T | A
Grow Financial Federal C.U. 20 | 1

American Airlines C.u. [ NI T

usF Federal c.u. IR VIR T TR

Launch C.U. I T

Addition Financial _“ _

Gulf Winds Federal C.U. IEEETEE BT T

EdFed - The Educational Federal C.U. ST T -
rirst Florida .. [ NEEEE e T TR

McCoy Federal c.u. I VI

Tropical Financial C.. | SN M= M I 7R

25t to 50™ Percentile . Less Than 25t Percentile .
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Florida -Omni-Channel Experience National Percentile

18-32 years old

33-49 years old 50-65 years old
space Coast C.u. [T T 97
LMCU

suncoast C.u. [T A I T e

iTHINK Financial

65+ years old

CommunityCu. () IR

wsarcu. 0 TR ERS—

GTEFinancial . N SR

Community FirstC.u. (F) [P OIS [

Achieva C.u. [ A T ST PR [

Eginfederal CU AT 00

Penfed C.U. 2 | [TNTSITNE 0 s

Publix Employees Federal c.U. IENMMEETNN " TR T

Tyndall Federal c.u. IR IR [
TR

First Commerce C.U. e ] 2 [ 15 |

Dade County Federaicu.  [NNNEVENNNN 0 B
Fairwinds C.. [ TR T [

Grow Financial Federal C.U. 2 ““
AmericanaidinescU. [ RN =2 T
UsFFederaicu. - IEEETEEEET

Launch c.u. IR VO I~ W TR

Addition Financial EEEEE TR A

Gulf winds Federal c.U. NEETSN S T T T T

EdFed - The Educational Federal C.U. “““
First Florida C.U. |z SN s

McCoy Federal c.U. SRV [T TR I S T T

Tropical Financial .. | TSR IS I

Greater Than 75 Percentile .
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50 to 75t Percentile .I

<$50K S50K-$100K $100K-$200K S200K+

Space Coast C.U.
LMCU

Partners Federal C.U.

penarcy BRI RSN ETEEE 0

Community C.U. (FL) EESC7 N T S e E S e

wstrcu. e

GTE Financial [EET AN I PR T

Community First C.U.(F) 0

AchievaCU._ L

Eglin Federal CU I

PenFed C.U. 2 TR S T

Publix Employees Federal C.U. IEA A ST | s T

Tyndall Federal .y, BEEEEEEERESEE

Fistcommerce cU. I i

Dade County FederalCU. - SR I E |

rirwingscu. o NPT

Grow Financial Federal C.U. “““

american airlines U I EDEENEEErEEN S 0

UsF Federal C.U. [P I T

Launch C.U. 13 | [ 8 ] 3 |

Addition Financial 19 -_-_

Gulf Winds Federal C.U.

EdFed - The Educational Federal C.U. -_“—-
First Florida C.U. “

McCoy Federal C.U.

Tropical Financial C.U.

25th to 50t Percentile . Less Than 25t Percentile .
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Florida -Mobile Experience National Percentile

18-32 years old <S$50K $50K-$100K

33-49 years old
Space Coast C.U. “ 88 97 78
LMCU
Suncoast C.U. s | s
Navy Federal C.U. _-_-__
iTHINK Financial [T R I R [ T
Florida c.u. ISR A A e

DFCU Financial [ 13

campUs usa c.u. IR I R R
mipFLoriDA c.u. SRR e
S T

Partners Federal C.U.

50-65 years old 65+ years old

pen air c.u. IR T | s
Community C.U. (FL) ST S s [
vystar CU. s | 7 |
GTE Financial “
Community First C.U. (FL) R A
Achieva C.U.

Eglin Federal C.U. [NNEZN I TN "
Penfed C.U. AT I T TR
Publix Employees Federal C.U. [N I E M e A

Tyndall Federal C.U. “
First Commerce C.u. [EEEEL I 0 | o8 |
Dade County Federal C.U. _ | s

Fairwinds C.U. 24
Grow Financial Federal C.U. _“-_-_
American Airlines .. [INEEEY SR I " NN N T
usF Federal c.U. TR I I [ T
taunch c.u. PN [ S T
Addition Financial n
Gulf Winds Federal c.U. [NFERNN IR T e
EdFed - The Educational Federal C.U. ““n
First Florida c.. NN TR B W

McCoy Federal C.U.
Tropical Financial c.u. |EEEENEFUNNN S

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

$100K-$200K $200K+

space Coast C.U. [T SN [N T S —
WS e [ s |  so | & |
Suncoast C.U. [T TR [ ] e
Navy Federal c.u. IEEEIRE R | 8 |
S T N S S TR

iTHINK Financial
Florida c.u. | NS S T M AT S
DFCU Financial [, S I e

CAMPUS USA C.U. o | s [ s

MIDFLORIDA C.U. | 89 ]
Partners Federal .U, [EEE R I 7 AN (e E e

Pen Air C.U. T

Community C.U. (FL) [N I T
vystar C.U. | 89 | | s |

GTE Financial o | |

Community First C.U. (FL) “

Achieva C.U. I | 7|

Eglin Federal C.U. L s | 15 |
Penred C.U. [SNEC T T R

Publix Employees Federal C.U.

| % |

Tyndall Federal U I NN TN I
First Commerce C.U. _

Dade County Federal C.U. IEEEE s | 9

Fairwinds C.U. 18 |20 | T

Grow Financial Federal ¢.U. IR I 7 T T

American Airlines C.U. [ ENENERNN T T

usF Federal c.u. INEECHIN T A T

Launch C.U. 18 | 1 | 3 |

Addition Financial “ _

Gulf Winds Federal C.U. NI | 15|

EdFed - The Educational Federal C.u. IR T R Y

First Florida C.U. 1 _“

McCoy Federal C.U. [ENNECANNNNN IR

Tropical Financial C.U. | EEC N R R |

Less Than 25t Percentile .

25t to 50t Percentile .
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Florida -Website Experience National Percentile

18-32 years old

Space Coast C.U. 97 I T T T

el 3 [ 4 | 99 | o3 |

suncoast C.U. [T AN [ I T

Navy Federal C.U. s [ % [ s |
- B

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

iTHINK Financial
Florida C.u. [N ERN I T S

DFCU Financial [ I
campus Usa c.u. [EEER | & | 5|
MIDFLORIDA C.U. s [ s [ o7 |
Partners Federal C.U. ““ “
pen air c.u. A T s
community C.U. (F) BN T T
| a5 | 95|

VyStar C.U.
GTE Financial “
Community First C.U. (FL) o | s
Achieva C.U. I " R Y
Eglin Federal c.U. IEEEEREE 2 | e
Penfed C.U. L 2 | % [ 23 |
Publix Employees Federal C.U. “ ““

Tyndall Federal c.u. [INEESN M TR
First Commerce C.U. T I T
Dade County Federal c.U. | NN NN W N "R
Fairwinds C.U. _ _
Grow Financial Federal .. |EECRN T T
American Airlines C.U. IO TR0
USF Federal C.U. 15 T T T
taunch c.u. [IEETO © T R
Addition Financial | 4 | 5 | 1 |
Gulf winds Federal c.U. [NNNNECHEEE 70 ST BT
EdFed - The Educational Federal C.U. [ E7SINNNNNETINN
First Florida C.U. IR I T TR
McCoy Federal c.u. P P 5 T
s | 4|

Tropical Financial C.U.

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

<$50K $50K-$100K $100K-$200K $200K+
Space Coast C.U. [EIEN IS
wicu [ T T T 2 -
suncoast C.U. [SEE T I T T
Navy Federal C.u. [ IR 7 R e
THINK Financial | o4 | s | s |
Florida C.U. 9 | 79 |
DFCU Financial [T | sa | % |
cAmPUs UsA c.u. [ IR T e
miDFLORIDA .U, [T | 83 [ o8 |
Partners Federal C.U. 78 ““
s |

Pen AirC.U.
Community C.U. (FL)

vystar c.u. [T T EE A [ A TR

GTE Financial 7 | a8
Community First C.U. (L) EESEIEZA SR TR
Achieva c.u. [T SR T

Eglin Federal c.U. IEE TR 0

penred .. [ERRIEL A IR T

Publix Employees Federal C.U. “““
Tyndall Federal c.u. [ T T

First Commerce C.U.

[ @ | a4
Dade County Federal c.u. eI [ETRR E  TI
Fairwinds C.U. 19

Grow Financial Federal C.U. n_ _

American Airlines C.U. 11 _“

usk rederal .U, [ENEEERN IS I T R N TR

taunch c.u. 2R NPT T

Addition Financial [T G N I v RN TR

Gulf Winds Federal C.U. 6 | & |

EdFed - The Educational Federal C.. M-I INNNNTINNN ' T

First Florida C.U. IR T U

MeCoy Federal c.. [IIEERE e i T M I TO
Tropical Financial C.u. [EEEZ I R I T

Less Than 25t Percentile .

25t to 50t Percentile .
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Florida —-Call Center Experience National Percentile

18-32 years old 33-49 years old 50-65 years old 65+ years old <$50K $50K-$100K $100K-$200K $200K+
Space Coast C.U. ““ Space Coast C.U.
tvicu [ A [ T Lmcy . s | e | 1
Suncoast C.U. “ Suncoast C.U.
Navy Federal C.U. “ Navy Federal C.U. “
iTHINK Financial ISR I B iTHINK Financial -_-__—
Florida c.u. IEEEE A | 8 | 76 | Florida c.u. IEEEEE R

DFCU Financial | e | 15 [ s DFCU Financial [T
CAMPUS USA C.U. | %6 ] cAMPUS UsA c.u. IR
miDFLORIDA .. I A R E miorLorioa c.u. [EETRN S I
Partners Federal C.U. | 7 | Partners Federal C.u. [T I I TR
pen air C.. [ A pen air c.u. IEEEET I TR
community c.U. (FL) ISR s ] u | Community C.U. (FL)
vystar c.. [T S A T vystar c.u. IR 28 |
GTE Financial GTE Financial [LE P S
Community First C.U. (FL) o | u [T Community First C.U. (FL) T T
Achieva C.U. s ] 23| Achieva c.u. [NEEEETS S T I TR U
Eglin Federal C.u. [N T [ Eglin Federal C.U. 2 |
PenFed C.U. | s | 8 | PenFed C.U. 3
Publix Employees Federal C.U. “_ Publix Employees Federal C.U. “

Tyndall Federal C.U. -_“_“
First Commerce C.U. [N TN IE S TR TR

Tyndall Federal C.U. | s | e
First Commerce C.U. [T I e T

Dade County Federal c.U. NSRS Dade County Federal ¢.U. (7R ST s [
Fairwinds C.U. [T 7 s Fairwinds C.U. ST

Grow Financial Federal C.U. [ EE L T T Grow Financial Federal C.u. [N MMIPERN 0 e T

American Airlines C.U. “ _ American Airlines C.U. “_“

USF Federal C.U. I T T T usk rederal c.. TSN 4 | o |

taunch c.u. [EEEEETRRERT T T I T taunch C.u. ISECZRN IS S AT 7R T
Addition Financial I i [N T TR TR Addition Financial [N I S N TR BTN
Gulf winds Federal c.. NN | s |

Gulf Winds Federal C.. [ 7 A N S R W N TO
MY :crcd - The Educational Federal C.u. IRV T T

EdFed - The Educational Federal C.u. [EMMECINN = E0 | s |
First Florida C.U. T TR

First Florica C.. [ EEINN TR I

McCoy Federal C.U. IS AR P EF [ T McCoy Federal C.U. L » ] 13 [ s
Tropical Financial C.U. [ I e e Tropical Financial C.U. 17

Greater Than 75 Percentile . 50 to 75 Percentile 25t to 50™ Percentile . Less Than 25t Percentile .
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Florida -Branch Experience National Percentile

18-32 years old
Space Coast C.U. 77

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

DFCU Financial
CAMPUS USA C.U.

Achieva C.U.
Eglin Federal C.U.

Publix Employees Federal C.U. “““_
Tyndall Federal U S I T 0

First Commerce C.U. | EEEEZR 1T T T

Dade County Federal C.U. 4 13 SN 7z
FairwindsCU. OSSR R T

Grow Financial Federal CU. I e
American Airlinesc.U. | IR TR T
usrredealcU. [ NEENEEEE O

anchcu. TN 0909020
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Market Level Attributes



Florida -Key Benchmarks

Average Customer Tenure Percent of Customers Upsold/Cross Sold
12.0 11.5 11.4 12.00% 11.03%
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6.0 0.00%
Top Quartile 50th-75th Percentile  25th-50th Percentile Bottom Quartile Top Quartile 50th-75th Percentile 25th-50th Percentile Bottom Quartile

Percent of Customers Open New Accountw/
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loan) with a provider 100 Banking Relationship
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other than their ¢ 005
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BCX Insights, All rights reserved 42 -I|||E1%’i(ghts




Florida —Channel Benchmarks

Average Annual Branch Visits
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AVERAGE BRANCH VISITS PER YEAR

Average Monthly Mobile Visits
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AVERAGE MONTHLY MOBILE VISITS
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AVERAGE CALL CENTER CONTACTS PER YEAR

AVERAGE MONTHLY WEBSITE VISITS
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Florida -Channel Importance
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All
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Branch Experience Importance
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Website Experience Importance
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Florida -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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