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Commercial banks are redefining servicing models for small and midsize companies to prepare for the “new
normal” era, as businesses return to work following the COVID-19 shutdown.

We have closely monitored banking client behaviors for more than 40 years, and the COVID-19 crisis has
confirmed that businesses will continue to need their banks – and more importantly, their bankers, to help
them navigate through this unprecedented environment.

The crisis has shown us that a new blend of servicing between traditional banker relationships and new digital
tools will define the key drivers of client satisfaction in the COVID era.

Customers Look to Switch Banks – Money in Motion
One-third of small and midsize companies are considering switching banks due to their bank’s COVID-19
servicing failures, according to new data gathered by Greenwich Associates. This unprecedented figure is
more than double pre-COVID norms.

Small and midsize business clients cite both a lack of loyalty and an inability to service their needs as reasons
for the desire to change providers. Most – but not all – super-regional banks1 and regional banks2 are the
clear winners in the scramble to service clients through the crisis. Many of these banks addressed current
client needs and proactively contacted each client to address concerns.

“We touched every client by leveraging relationship managers, business bankers and branch managers. I
couldn’t be more proud of how we handled those first few weeks of the crisis.” – Chief Operating Officer and

Head of Commercial Banking for a regional bank

“I used to be satisfied with my bank – I had a long-term relationship with them and was a dedicated customer.
I did all my business both personally and professionally with one bank. This bank did not help me with the PPP

loan process. It was one of the banks that catered to the bigger clients only and left the small businesses
blowing in the wind. I went to a small local bank where I had no relationship established and they started
helping me with the process. I am getting the loan thanks to them!” – $10-50MM Middle Market Banking

Client

New Era Servicing
The COVID-19 crisis has laid bare the need to service business clients through a blended delivery model. The
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financial services industry has grappled with the need to offer more digital banking options, streamline the
credit process through digital channels and support a more omni-channel experience – all at the expense of
traditional relationship manager engagement. It took only 60 days and a pandemic to learn we need both
digital and engaged bankers to meet our clients’ needs.

We developed a Greenwich Crisis Response Index (CRI) to confirm the most important qualities in the new
COVID era of bank servicing. Three key differentiators of service that stood apart for commercial banking
customers are 1) prioritizing long-term commitment, 2) digital channels and 3) willingness to lend, following
the SBA’s Paycheck Protection Program (PPP).

Valuing Relationships
Prior to the COVID era, small and middle market business decision-makers were primarily focused on the
advice and guidance of their commercial relationship manager. That all changed during the crisis, with the
fundamental focus shifting to liquidity and survival for many businesses.

Client sentiment is that larger, national banks attempted to centralize the process during the crisis and
remove the relationship manager as the primary point of contact. This has reduced the benefit of the long-
standing partnership and changed the key differentiator to servicing commercial clients.

The Greenwich CRI shows that some larger banks were not as focused on their small and midsize customers.
Most small businesses found banks ill-equipped to handle their PPP applications, propelling executives to seek
out alternative providers better positioned to manage through the crisis. Volume pressure on larger banks is
leading to a “spillover” effect, which may help smaller banks and alternative providers capture new business.

Digital Channels
As a result of the crisis, digital interactions have been bolstered in a way that will reshape banking behavior



forever. Digital platforms and processes are essential amid social distancing and work from home (WFH)
mandates. Also, transparency of the banking process portrayed through digital channels is now more
important than ever, e.g., communicating the status of a loan by digitizing the credit process.

What business clients desire the most, post-crisis, is not the need for cutting-edge features and functionality
but rather the ability to clearly follow their customer journey online.

Almost half of business clients told us that they have increased their interactions with their bank since the
start of the crisis. The primary communication vehicles being used are digital banking and communicating
with the relationship manager by email and phone.

Willingness to Lend after PPP
As business clients’ need for capital increases during the COVID era, banks’ ability to respond will lead to
inevitable strains on existing relationships. Those banks that can address the liquidity bottleneck arising from
the surge in SBA applications will retain clients and acquire new ones.

Over the next few months, unsatisfied commercial executives will likely seek out providers better suited to
meet their needs. These servicing frustrations will reduce barriers to switching banks and lead to significant
opportunities for aggressive banks and other providers.

Between 2018 and 2020, the Greenwich CRI shows an almost 10 percentage point increase in business
clients’ need for more reliable access to credit.



Banks that are better positioned to manage through this crisis and meet business clients’ credit needs will see
a significant revenue opportunity. We call this “money in motion”: billions of dollars of revenue in play for
business checking, bilateral credit and cash management opportunities.

Redefining U.S. Commercial Banking in the COVID Era
The COVID era has shown once again that banks must put clients first. Business clients are ready to leave
their primary bank, with whom they’ve invested lengthy partnerships, to reinvent their relationships with
banks that understand the need to blend servicing between traditional banker relationships and new digital
tools.

The super-regional and regional banks were the clear winners during the crisis. Next is the endurance test
during this time of money in motion that will define the true winners or losers.

Banks that can quickly redefine their servicing model to convey value in relationships, offer digital channels
following the customer journey and a willingness to lend after PPP will be well-positioned to succeed in the
“new normal.”

Footnotes:
1Super-regional banks are those ranked fourth through twentieth in asset size.
2Regional banks are those ranked twenty-first through fiftieth in asset size.
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Coalition Greenwich, a division of CRISIL, an S&P Global Company, is a leading global provider of strategic
benchmarking, analytics and insights to the financial services industry.

We specialize in providing unique, high-value and actionable information to help our clients improve their
business performance.

Our suite of analytics and insights encompass all key performance metrics and drivers: market share, revenue
performance, client relationship share and quality, operational excellence, return on equity, behavioral
drivers, and industry evolution.
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About CRISIL

CRISIL is a leading, agile and innovative global analytics company driven by its mission of making markets
function better. It is majority owned by S&P Global Inc., a leading provider of transparent and independent
ratings, benchmarks, analytics, and data to the capital and commodity markets worldwide.

CRISIL is India’s foremost provider of ratings, data, research, analytics, and solutions with a strong record of
growth, culture of innovation, and global footprint.

It has delivered independent opinions, actionable insights and efficient solutions to over 100,000 customers
through businesses that operate from India, the U.S., the U.K., Argentina, Poland, China, Hong Kong, and
Singapore.

For more information, visit www.crisil.com

Disclaimer and Copyright

This Document is prepared by Coalition Greenwich, which is a part of CRISIL Ltd, an S&P Global company. All
rights reserved. This Document may contain analysis of commercial data relating to revenues, productivity
and headcount of financial services organisations (together with any other commercial information set out in
the Document). The Document may also include statements, estimates and projections with respect to the
anticipated future performance of certain companies and as to the market for those companies’ products and
services.

The Document does not constitute (or purport to constitute) an accurate or complete representation of past or
future activities of the businesses or companies considered in it but rather is designed to only highlight the
trends. This Document is not (and does not purport to be) a comprehensive Document on the financial state
of any business or company. The Document represents the views of Coalition Greenwich as on the date of the
Document and Coalition Greenwich has no obligation to update or change it in the light of new or additional
information or changed circumstances after submission of the Document.

This Document is not (and does not purport to be) a credit assessment or investment advice and should not
form basis of any lending, investment or credit decision. This Document does not constitute nor form part of
an offer or invitation to subscribe for, underwrite or purchase securities in any company. Nor should this
Document, or any part of it, form the basis to be relied upon in any way in connection with any contract
relating to any securities. The Document is not an investment analysis or research and is not subject to
regulatory or legal obligations on the production of, or content of, investment analysis or research.

The data in this Document may reflect the views reported to Coalition Greenwich by the research participants.
Interviewees may be asked about their use of and demand for financial products and services and about
investment practices in relevant financial markets. Coalition Greenwich compiles the data received, conducts
statistical analysis and reviews for presentation purposes to produce the final results.

THE DOCUMENT IS COMPILED FROM SOURCES COALITION GREENWICH BELIEVES TO BE RELIABLE. COALITION
GREENWICH DISCLAIMS ALL REPRESENTATIONS OR WARRANTIES, EXPRESSED OR IMPLIED, WITH RESPECT TO
THIS DOCUMENT, INCLUDING AS TO THE VALIDITY, ACCURACY, REASONABLENESS OR COMPLETENESS OF THE
INFORMATION, STATEMENTS, ASSESSMENTS, ESTIMATES AND PROJECTIONS, ANY WARRANTIES OF
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MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE ARISING OUT OF THE USE OF ALL OR ANY OF
THIS DOCUMENT. COALITION GREENWICH ACCEPTS NO LIABILITY WHATSOEVER FOR ANY DIRECT, INDIRECT
OR CONSEQUENTIAL LOSS OR DAMAGE OF ANY KIND ARISING OUT OF THE USE OF ALL OR ANY OF THIS
DOCUMENT.
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