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Why member experience is important
(and how to manage comp|aints when experience falls short).

According to a 20]2 report From PWC
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2 oet of 5 eust_omers changed their 55% of consumers will stay |oya| to
Fmanc:al mStltU_tlon aFter a bad their {"inancial institution hC it resolves
Experience. their proHems in a positive manner.

Source: Experience Ra&arz 2013 U.S. Retail BanLingTren&s, PWC Nevember 2012
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LEADERS A CHPB database makes it easy to File

in customer experience have a a comp|aint ?Jgainst Financia|
0 institutions, products, ancl Services.
] 64"" In Septemloer, the CFPB handled
advantage over others when it comes to 2
customer consumption, ]oya'ty, and 3,854
re erraIS. consumer complaints.
Source: Templdn Groupg BAI Retail De“very Source: PwC

Complaints Hanc”ed By The CHPB

in Septeml)er 2015
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For the 2bth consecutive month, complaints filed about about debt collection represented
the [argest category of consumer comp]aints.

Prepaid comp|aints reporte& the |argest month-over-month increase (4%)

Other financial services complaints posted the Iargest month-over-month decline (26%)

SOUI’CEZ CFPBIS October 20]5 Mﬂnthly Complaint REPOI’t

How To Use Complaints To Strengthen The Member Experience

I. Funnel all requests tl\rough a 2. Monitor and review =] |
sing|e person or team. This ca” ]istening practices
helps manage expectations and to spot potentia risl(.

ensures some level of control. ¢

g*g 4 Use social media data to identiry

comp|aint patterns and address proHems.
3. Use text analytics to

—+
qu-anti{:y what me-mbers are y
saying and prevent feedback N3
from esca|ating or reoccurring. Q<

90% oFconsumers 79% OF consumers WhO

trust peer Fo”ow lorands on Twitter
I_tt'_alxes 12 positive experiences . recommendations are more IiLely to
ale up Lol .neg"afive experience. postecl on social recommend those
' 7 media sites. brands.

Source: BAI Retail De|ivery 8 Deloitte & "Understanding Customers' by Ruby Newe”iegner
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