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Merkle POV and Commentary

In this edition of Marketing Insights: Savings & Deposits, we continue to examine the evolving marketing landscape 
driving new account acquisition. Deposits spreads have been the bane of banks in recent years. At the same time, the 
consumer value of funding deposits based on rate is diminished. In lieu of rate, the industry may have reached its peak 
checking incentive value: $500 for a new account. New FinTech players are emerging in the market and challenging the 
efficiency, value and convenience in deposits typically offered by traditional brick-and-mortar banks. All while the 
largest generation of Millennials and soon-to-target Gen Z engage with widespread internet usage including social 
media from a young age. A recent Javelin study found that roughly 30% of adults used a mobile banking service on a 
weekly basis, while just 24% visited a branch weekly. According to Mintel research, 64% of Millennials agree that being 
able to perform all banking activities on a mobile device is important. Not only is mobile banking important now, its 
importance and availability will only increase over time.

All of these disruptive and socio-economic factors have changed the marketing landscape promoting innovation to 
drive new account acquisition. Banks understand that rate and incentive can no longer stand alone as the value 
proposition for new account opening and will not withstand attrition. In order to make the value proposition more 
engaging and sticky, there is a continued focus on technology and innovation as part of the evolving value proposition. 
Banks are redesigning and enhancing mobile apps to deliver more sophisticated tools promoting simpler faster banking 
including logging into their accounts. Chase has been leading the mobile experience efforts, and has recently launched 
a new responsive design experience inside login. Some notable changes include: customizable account snapshot, 
consolidation of bill pay, payments and transfers, and Spanish options. A few banks are rolling out a new instant-funds 
feature which allows money to be instantly available for withdraw once a check has been deposited via mobile or ATM. 
Promoting innovation in the value proposition is key to differentiate your bank and grow market share above 
competition. 

Brian Campbell

Senior Director, Bank Marketing Strategy 
Deposits Subject Matter Expert 
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• Striking a Balance with Technology and Human Touch – Technology is changing the financial landscape, but not 
everything can be self-service. Banks have been challenged to find an equilibrium between physical interaction 
and digital account management.

• Continued Focus on Security and Authentication – Changing consumer preferences and emerging technology 
continues to force banks to take a closer look at how they identify and authenticate mobile banking users 
logging into their accounts.

• Mobile Banking Continues to be a Priority – Not only is mobile banking important now, its importance and 
availability will only increase over time. To cater to customers who increasingly require simpler and faster 
banking, banks are redesigning and enhancing their mobile apps to deliver more sophisticated tools. 

• Instant Access to Funds – A few banks are rolling out a new instant-funds feature which allows money to be 
instantly available for withdraw once a check has been deposited via mobile or ATM. The rise of mobile P2P 
payments is also causing a shift in behavior toward digital transfers, particularly for the younger generations.

• Relationship Banking and High Incentives are Main Stream – We are seeing more offers featuring multiple 
banking products, with more attractive pricing, higher incentive values and accelerated rewards to encourage 
customers to bundle accounts and build a relationship with one institution for all their financial needs.

Key Takeaways
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Industry Updates
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Personal Savings Rate Rises
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Source: U.S. Bureau of Economic Analysis; Economic Research, Federal Reserve Bank of St. Louis

Implications: To encourage consumers to increase their savings, banks can promote automatic deposits and goal 
trackers. These PFM tools, in conjunction with savings goals tools, allow customers to examine their 
expenditures to make decisions about discretionary spending, which could allow them to save more.

The latest released U.S. Personal Saving Rate was at 5.5% at the end of 2015, compared to 4.6% last year. The 
savings rate is significantly higher than the pre-recession norm of around 3%, according to the Federal Reserve. 

U.S. Personal Savings Rate
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Fed Likely to Hold Off on Another Rate Hike Until June
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Sources: "All Eyes on FOMC Meeting This Week." Fox News (03/11/16) Dunstan, Prial; 
“Deposit Profitability as Key to Branch Profitability.” BAI (3/18/2016) Marisco, Jeff   

Not too long ago, a rate hike at the March 15-16 meeting was considered virtually a certainty. Now members of the 
Fed will almost certainly hold off on another rate hike until their  June meeting. The implied probability based on 
federal funds futures sits at 49% for a June hike.

Implications: Deposit spreads have been a bother to banks in recent years but that could change if interest rates 
continue to rise. Bankers should pay more attention to their deposit balances going forward.

“The Federal Reserve will likely 
keep the target rate for the federal 
funds rate unchanged at 0.25–
0.50%, since low inflation and 
instability in global financial 
markets persist.” 

Analysts at IHS Global Insight 

Since the Fed increased rates in December 2015, banks have slowly
started to examine pricing. Since January 2016, pricing has been
stable since the Fed did not increase rates in March 2016 and not
expected to increase again in June 2016.
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For First Time, More Used Mobile Banking Than Visited A Branch
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Sources: : Javelin; Mintel Reports, “Lifestage Marketing in Financial Services,” January 2016; http://blogs.wsj.com/moneybeat/2016/01/12/for-the-first-time-
more-are-mobile-banking-than-going-to-a-branch/

A recent Javelin study found that roughly 30% of adults used a mobile banking 
service weekly, while just 24% visited a branch weekly 

And, according to Mintel research, 64% of Millennials agree that being able 
to perform all banking activities on a mobile device is 
important

Implications: Not only is mobile banking important now, its importance and availability will only increase over 
time. Banks continue to market and update app features to meet demand.

http://blogs.wsj.com/moneybeat/2016/01/12/for-the-first-time-more-are-mobile-banking-than-going-to-a-branch/
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Mobile Banking Tops Internet Banking
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Source: "Mobile Banking Tops Internet Banking: Malauzai" Credit Union Times (03/11/16) Urrico, Roy

According to a new report from Malauzai Software, consumers prefer mobile banking over Internet banking. The 
report is based on data from more than 350 banks covering 7 million logins from more than 400,000 active Internet 
and mobile banking users. 

• Login frequency: From October 2015 to January 2016, Android users logged in around 18.65 times per month, 
compared to 17.4 times per month for iPhone users. iPad users averaged 6.7 logins per month, less than half the 
amount than their mobile counterparts. Internet banking login frequency in January 2016 was 7.68 times per 
month, a slight decrease from October.

• Login methods: A combination of user ID and password was the most common login method, but PIN-based 
logins rose to nearly 10.5% of logins per month; Touch ID and SmartText, meanwhile, accounted for about 9.7% 
of all logins. 

• iPhone vs. Android: There were 1.5 times more iPhone users who leveraged PIN-based login than Android 
users. Additionally, iPhone users utilized Touch ID and SmartText 3.4 times more than Android users.

• Money movement: For money movement transactions, Touch ID and SmartText users were required to pass 
stronger step-up authentication, including usernames, passwords or additional information. 

• Session duration: Internet banking session duration was more than 
two times longer than mobile sessions. Mobile users login more often                                                                               
for shorter durations.
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Despite Banking's Best Digital Efforts, Branch is Still King When It 
Comes to Opening Checking Accounts
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Sources: Forrester’s November 2015 report, “How U.S. Consumers Research and Buy Checking Accounts                                                      
www.merkleinc.com/blog/marketing-strategies/financial-services/despite-bankings-best-digital-efforts-branch-still-king#.VqevB_72YdU

While many consumers research checking accounts online, most financial institutions still fall short of delivering a 
simple and seamless digital purchase journey when it comes to opening a new checking accounts. As a result, 
branches continue to dominate this landscape simply because it’s easier. 

According to Forrester’s November 2015 report, How U.S. Consumers Research and Buy Checking Accounts: 

• Consumers Know What They Want. Consumers seek guidance from relatively few sources — an average of 2.4 
different sources according to Forrester.

• Consumers Educate Online. 28% of online adults who opened a new checking account in the past twelve 
months indicate they first hear about the account online.

• Consumers Still Want To Speak With A Banker. 45% of checking account buyers who said they learned about 
the account they opened in a branch.

• Opening In A Branch Is Easier. Forrester indicates that around two-thirds of checking account customers visit a 
branch to open a checking account. 

Implications: While many consumers research checking accounts online, most financial institutions still fall short 
of delivering a simple and seamless digital purchase journey when it comes to opening a new checking accounts. 
As a result, branches continue to dominate this landscape simply because it’s easier. 
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Consumers Concerned About Mobile Banking Security
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Source: Crosman, Penny. “Consumers Use Mobile Banking But Don't Trust It, with Reason” American Banker (1/19/2016). 

A recent survey, MyBankTracker, found that only 6% of people trust mobile 
technologies for financial transactions. Considering how many people in the 
U.S. use mobile banking, 6% is a cause for concern.

Another consumer study by security software company Arxan, found that 
although the vast majority of consumers — 86% — think their banks are doing 
enough to protect their apps, 41% expect those apps will be hacked.

Implications: Although security is still important, it is not necessarily the driving force behind online and mobile 
banking usage. However banks need to continue to reassure customers that security is a priority as they look to 
increase mobile banking usage as it is a large concern.
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Continued Focus on Security and Authentication
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Changing consumer preferences and emerging technology continue to force banks to take a closer look at how they 
identify and authenticate mobile banking users logging into their accounts. According to a Telstra report, most users 
of mobile banking apps no longer see passwords and usernames as secure and want devices to recognize them 
instead through fingerprint, voiceprint and other biometrics. 

Sources: “Wells Fargo Plans to Scan Your Face and Voice for Mobile Security.” Fortune. June 4, 2015; “Chase Streamlines Mobile Banking With Touch ID Log-in Option.” 
Mobile Commerce Daily. June 2, 2015; “Growing Password-Safety Skepticism Highlights Banking Biometrics: Report.” Mobile Commerce Daily. June 16, 2015. 

• Wells Fargo is piloting 
biometrics mobile banking 
security by scanning customers’ 
faces and voices

• Chase is meeting consumer 
demand for streamlined 
security features by enhancing 
its mobile app with Touch ID 
fingerprint authentication for 
iPhones 5, 6 and 6 Plus

• USAA was the first major bank 
to deploy a full-scale rollout of 
voice and facial recognition this 
past February

Implications: Changing consumer preferences and emerging technology continue to force banks to take a 
closer look at how they identify and authenticate mobile banking users logging into their accounts. 

“About 25% of U.S. consumers would share 
their DNA with their bank to secure 
financial and personal information.”

Telstra Report: “Mobile Identity – The Fusion of Financial Services, 
Mobile and Identity”

Research shows the growth in younger consumers using
mobile banking has put pressure on banks to cater to the
growing appeal of biometric identification technology.
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Starting Early With Gen Z 
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Source: Financial Service Trends, Mintel 2016 

More financial services companies are targeting Generation Z, or kids between 8 and 20 years old, as the customers 
of the future, but also as the children of customers today. Products and services will begin targeting this growing 
segment of the population. 

Implications: Financial institutions need to meet Generation Z and their parents head on with a combination of 
products, services and education that will get them engaged in their financial future.

First Kid Bank is a website to help parents teach 
their kids to be smart about money. This is a 
virtual bank account that tracks a child’s current 
balance and what chores they’ve completed. 

Capital One 360 offers a Teen “Money” Account, “a 
debit card and bank account that you and your teen 
manage together online or with our mobile app.”



© 2016 Merkle. All Rights Reserved. Confidential

High Incentives Become the Norm
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Source: Compermedia

The industry may have reached its peak checking incentive value: $500 for a new account. Although banks are less 
inclined to push the envelope past this mark, more banks have begun promoting this rich offer. While Chase was the 
pioneer for the $500 incentive, the industry is following suit with increased incentive values.

According to Compermedia analysis, Chase 
sent the highest valued incentives ($400+) to 
higher income earners. 
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New & Noteworthy
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Capital One Links with Amazon Echo for Voice Banking

15

Source: Sawers, Paul. “Amazon’s Alexa Now Lets Capital One Customers Manage Finances Using Their Voice.” Venture Beat (03/11/16)

Capital One recently announced an integration with Amazon’s Alexa-enabled devices, including Echo, that will let 
consumers access key facets of their finances using just their voice. Capital One account holders who also own one 
of these devices can gain access to information in their checking and savings accounts –including available funds, 
balance, recent transactions — and even pay a credit card bill. 

Implications: The Amazon Echo and other Alexa-enabled devices tap into the burgeoning Internet of Things (IoT) 
market, with its ubiquitous computing and smart homes. This means their usefulness relies heavily on 
compatibility with third-party products and services. Extending Alexa to cover your bank account is a notable 
evolution not only for Amazon’s Echo, but for the broader IoT industry. 

Capital One claims to be the first company to let 
its customers access their bank accounts 
through the likes of Amazon Echo, the recently 
launched Amazon Tap and Echo Dot, and Fire TV. 
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Chase Takes Site Remodel Beyond Login Page
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Source: Barba, Robert. “JPMorgan Chase Takes Site Remodel Beyond Login Page.” American Banker (03/10/2016)

Eight months after it revamped its Chase Bank home page, Chase is beginning to roll out changes beyond the sign-in 
page. The overhaul is the first major change to the site in a decade. Upon signing in, customers will now see a 
snapshot of all their accounts on a page that can be customized. Other changes included the consolidation of its bill 
pay, person-to-person payments and transfers into one payments area. The new site is available in English and 
Spanish. It was built with responsive design to provide a consistent experience on desktops and tablets. 

So far, it has introduced a million customers to new account features on Chase.com,
with more expected to transition to the new platform by the end of Q1 2016. By later
this year, JPMorgan plans to bring all 33 million of its online users to the new site.

“Customers continually seek easy 
ways to access their accounts, so 
we're making it easier for customers 
to bank their way.”

Gavin Michael, Chase
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Capital One 360 Was Rebranded
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Source: Compermedia

Perhaps an explanation for recent limited checking acquisition activity, Capital One communicated frequently with 
its Rewards Checking customers being transitioned to non-rewards accounts by January 2016. Around the same 
time, Capital One 360 became a part of the Capital One family, allowing customers to take advantage of all that 
Capital One Bank offers, including branch activity and mobile services. 
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Instant Access to Funds 
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Source: Heun, David. “U.S. Bank Debuts Real-Time P-to-P via clearXchange.” Payments Source (03/04/2016)

A few banks are rolling out a new “instant funds” feature which makes money instantly available for withdraw once 
a check has been deposited via mobile or ATM. 

Bank of America, Capital One, JPMorgan Chase, Wells Fargo and U.S. Bank also recently made real-time person-to-
person payments available to customers via clearXchange.

“U.S. Bank has invested heavily in clearXchange

and parent company, Early Warning, because we 

believe person-to-person payments in real-time 

is the future of fast, secure payments.”

- Gareth Gaston, U.S. Bank

The Send Money service is available 
to any U.S. Bank customer enrolled 
in online banking, and it offers flat 
rates of $2.95 for next-day transfers 
and $6.95 for real-time payments. 
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Citibank Testing an ATM with Iris-Scanning Technology
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Source: http://www.digitaltrends.com/cool-tech/citibank-atm-eyes-cell-phone/

Citibank is currently testing a new ATM prototype named Irving that would let customers use it with just their eyes. 
The ATM has no PIN pad, card reader, or screen on its system. Rather, customers are identified once their mobile 
devices come close to Irving, via Near Field Communication (NFC). Ideally, a user would perform the desired 
transaction on the mobile app and scan his or her eye to complete the transaction. 

http://www.digitaltrends.com/cool-tech/citibank-atm-eyes-cell-phone/
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BBVA Compass Differentiates Prepaid Card with Budgeting App
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Source: Brielle Jaekel, Brielle. “BBVA Compass Taps Budgeting App to Smooth Way for Prepaid Card.” Mobile Commerce Daily. (9/23/2015). 

BBVA Compass is attempting to differentiate its new prepaid card with a mobile application that automatically 
learns spending habits and suggests customized budgets. The prepaid debit app automatically creates a 
personalized budget for each individual that is tailored specifically to his or her spending habits.

Products Created for Money 
Management: The BBVA Compass 
ClearSpend Prepaid card and app 
offers real-time transaction alerts 
which allow customers to see 
trends by spending category and 
take charge of their budget.
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Thank You!

merkleinc.com

Alison Berman
Senior Market Research Manager
aberman@merkleinc.com
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