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	Contacts with organisation
	Current situation
	Desired situation

	Opening an account
	9% of people thought opening an account was an easy process.
	

	Applying for a credit card
	2% of people had a smooth transaction when applying for a credit card.
	

	Seeking information on changes
	4% of people were satisfied with the information they received on changes at the bank.
	

	Seeking financial advice
	14% of customers receive good advice, but not appropriate to their needs.
	

	Interacting with frontline staff at reception
	12% of people thought frontline staff had no troubleshooting skills and were inflexible.
	

	Seeking support when in financial distress
	3% of people thought that they received no support when they were in financial distress.
	

	Negotiating mortgage loan
	6% of people thought that they were able to negotiate a mortgage with acceptable conditions.
	

	Receiving proactive proposal
	11% of people received a proactive proposal they thought was inappropriate for their needs.
	

	Correcting errors made by the bank
	8% of people thought that the bank took too long to solve errors they made.
	

	Telephone query
	5% of people thought the bank handled telephone queries effectively and efficiently.
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