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Why are performing better than their competitors?

We categorized brands based on survey
feedback into three groups:

High customer praise and

erception.
¥ ¥ 67%
* Middling Brands: Generally satisfied
customers but lacking impact. 23%
1%
* Failing Brands: Indifference or negative
sentiment from customers. Failing Middling Top
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professional manner. effortless. of their products/services.
How do create these positive feelings in customers?
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- INFLUENCE OF BILLING & PAYMENT ON BRAND LOYALTY
Account Management and Billing and Payment are the top two reasons that customers

contact their FSI branches. Despite Billing and Payment being one of the top two
reasons for contact only 26% of customers are exceptionally satisfied with their support 22%
experience. 32%

Due to this low satisfaction, only 22% report that after such a support request their

brand loyalty improved while 41% said it did not improve. 37%
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