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Building Societies fail to meet customer expectations 19/01
Building societies are not managing to demonstrate their mutual values to customers and do not differentiate themselves from larger banks, argues a report by Springboard Commercial Solutions.

The management consultancy found that the majority of the seven societies it surveyed are failing to deliver the customer experience their consumers expect.

Springboard spokesperson Mark Hollyoake said: “We believe that customer experience is one area where mutual building societies can differentiate themselves from their private sector competitors. But both individually and collectively, they fall short of customer expectations and seem to operate a product-centric, not a customer-centric, approach to business.”

Only one of the seven-strong sample delivered an experience that matched the average experience expected, overall.

The research showed that the most positive experiences were in areas which required no human interface and that little attempt was made to follow up business with prospective customers.
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