
As technology evolves, it’s clear there are many ways to do 
your banking, from brick-and-mortar branches to mobile 
apps. But despite the myriad of options out there, 
customers still value personalized service above all else. 
TimeTrade’s 2017 State of Banking survey provides key 
insights on the future of retail banking.

HOW DO YOU INTERACT WITH
YOUR FINANCIAL INSTITUTION? 

FACE-TO-FACE BANKING:
CUSTOMER SERVICE IS KEY

Despite today’s advances in technology,
face-to-face banking is still popular.  
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27% of people visit 
their branch twice 
a month or more.  

Only 6% of people did 
not visit their branch 
in the past year.

Along with having a branch nearby, respondents said customer
service is one of the key factors when they select a bank.

TimeTrade’s survey results show that customers are visiting
the branch for more than just depositing their paychecks. 

Banks perform many different functions, from withdrawals 
and deposits to mortgage loans. But the number one thing 

all customers dislike? Waiting in line. 

The survey results show that, because wait times 
can be long, customers would be open to scheduling 

appointments to meet with bankers. 

“As new technologies emerge, the roles of online banking and face-to-face 
banking will continue to take new shape. The ways customers use banks 
will continue to evolve. What won’t change is the need to provide 
customers with exceptional service at every engagement.”

—Gary Ambrosino, CEO of TimeTrade
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WHAT ARE THE MOST IMPORTANT 
FACTORS YOU CONSIDER WHEN 
CHOOSING YOUR BANK? 

WHAT ARE THE REASONS YOU 
GO TO A BRANCH? 

THE TOP THINGS CUSTOMERS DISLIKE 
WHEN THEY VISIT THEIR BRANCH:

Almost a quarter of people 
wait 10 minutes or more 
for service at their bank.

Almost half of respondents 
wouldn’t wait more than 10 
minutes for service. 

of people would want to make an appointment 
with a banker to ensure a qualified expert is 
available to meet with them.

65%

of customers feel they have 
a personalized experience 
when they visit their bank. 

In general, people are very satisfied 
with the personal service they get 
when they go to banks, but there is 
room for improvement. 

71%

would be much more likely to visit a branch if 
they could schedule an appointment with a 
knowledgeable expert at their preferred time. 

34%

said they would be willing to bank 
on a busy weekday if offered a 
guaranteed meeting time.

78%

But beyond anything else, customers value a personalized
banking experience with a knowledgeable financial expert. 

TimeTrade creates conversations that drive business. 
We equip banks to provide personalized service to 
every customer, every time. That service guarantee 
improves customer satisfaction, loyalty and retention, 
and increases sales growth.
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