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A recent analysis by J.D. Power reveals an overall decline in customer satisfaction for online-only banks
due to issues with customer service and efficient problem resolution.

“Despite significant increases in deposit interest rates for both checking and savings accounts—but
decreases in the proportion of customers who had to pay a fee or experienced a problem—overall
satisfaction still declined. That’s because customers who experienced problems had a very tough time
resolving them in a timely manner, causing satisfaction with the ease of problem resolution to decline
sharply,” Paul McAdam, senior director of banking and payments intelligence at J.D. Power, said in a
statement.

Regardless of the many benefits of online-only direct banking – including higher interest rates, lower fees
and easier access to banking services – problems with debit cards, fraud and outdated mobile apps
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appear to be negatively affecting customer satisfaction, J.D. Power found.

Customer satisfaction ratings for direct bank checking accounts have decreased from an overall score of
715 (on a 1,000-point scale) in 2023 to a score of 688 in 2024.

The analysis found that the average total time reported to resolve a customer’s problem has increased
from 1.9 days in 2023 to 2.6 days in 2024.

An analysis of overall customer satisfaction for checking providers ranks Charles Schwab Bank highest
with a score of 732. Capital One is ranked second with a score of 717 and Ally Bank is ranked third with a
score of 702.

For savings providers, Marcus by Goldman Sachs is reported to have the highest overall customer
satisfaction with a score of 756. Ally Bank is ranked second with a score of 743 and Capital One is ranked
third with a score of 730.

These scores are based on rankings in J.D. Power’s U.S. Direct Banking Satisfaction Study, which
measures overall customer satisfaction with direct banking services through analysis of several categories
that include customer service, customer experience with managing their account on a mobile app or
website, banking fees, and the level of trust a customer has with their bank. This study collected 8,648
responses from direct bank customers from December 2023 through March 2024.

The Warren Group | 2 Corporation Way, Suite 250 | Peabody, MA 01960 | 617-428-5100 |
www.thewarrengroup.com

Copyright © The Warren Group | All Rights Reserved | Privacy Policy

6/11/24, 11:29 AM Online-Only Banks Experience Decrease in Customer Satisfaction - Banker & Tradesman

https://bankerandtradesman.com/online-only-banks-experience-decrease-in-customer-satisfaction/ 2/2

https://googleads.g.doubleclick.net/pcs/click?xai=AKAOjsttQwhZS57JzJ5QBQ8D3ZFJinoRlxFHjyIgizWtN09xYKBF_wbqI1ddFbCYtwtqLtsY81DGYgoC0BOEyQxqYQTw8OU8Ee-y2TmzG4KXuG4bVleVtSNIUe8Aeb_2JCa_7MYXQFTGWz2d3U-NlBJVSIWjG6ZbIaI7etE9czQjg4BZPqsHqyC0zmV5EqMynpkGbfljVqzsl5SlRtrPDqi2uZ4vW39anN3bPjizfryPbPw7PR66MJxB0V7qaCKfSe0l7h5m2N5xW8JH6p5dD6qFLuYvgRS5tz3Mb3NwyBQ5QHyA0JMmgFBIzH4RIx0ClTBWuYf75fq2jpJvo3Ja36tnTVQl84ViY3SMZcILA_nd8IwHHGsvnvrBFYaFOr9R4DXxqZO1vkp5134m3C9tKh39kRofe7j3vg&sai=AMfl-YT8XiHdBLt54kET7DGdYYvmjjPq0N4KgysrIoxog85A9bbe55PcMmAEYpnv-7IA-ukBpTkKTKv1yy0JFnKbhgT2lw9uV5VPXBi6jFk7YRKK4XM0Yh1QBtUB1wEjkQ&sig=Cg0ArKJSzL7goZ_iqTCN&fbs_aeid=%5Bgw_fbsaeid%5D&adurl=https://www.rocklandtrust.com/commercial-banking%3Futm_source%3DB%2526T%26utm_medium%3DDigital_Display%26utm_campaign%3DJune2024
https://googleads.g.doubleclick.net/pcs/click?xai=AKAOjsttQwhZS57JzJ5QBQ8D3ZFJinoRlxFHjyIgizWtN09xYKBF_wbqI1ddFbCYtwtqLtsY81DGYgoC0BOEyQxqYQTw8OU8Ee-y2TmzG4KXuG4bVleVtSNIUe8Aeb_2JCa_7MYXQFTGWz2d3U-NlBJVSIWjG6ZbIaI7etE9czQjg4BZPqsHqyC0zmV5EqMynpkGbfljVqzsl5SlRtrPDqi2uZ4vW39anN3bPjizfryPbPw7PR66MJxB0V7qaCKfSe0l7h5m2N5xW8JH6p5dD6qFLuYvgRS5tz3Mb3NwyBQ5QHyA0JMmgFBIzH4RIx0ClTBWuYf75fq2jpJvo3Ja36tnTVQl84ViY3SMZcILA_nd8IwHHGsvnvrBFYaFOr9R4DXxqZO1vkp5134m3C9tKh39kRofe7j3vg&sai=AMfl-YT8XiHdBLt54kET7DGdYYvmjjPq0N4KgysrIoxog85A9bbe55PcMmAEYpnv-7IA-ukBpTkKTKv1yy0JFnKbhgT2lw9uV5VPXBi6jFk7YRKK4XM0Yh1QBtUB1wEjkQ&sig=Cg0ArKJSzL7goZ_iqTCN&fbs_aeid=%5Bgw_fbsaeid%5D&adurl=https://www.rocklandtrust.com/commercial-banking%3Futm_source%3DB%2526T%26utm_medium%3DDigital_Display%26utm_campaign%3DJune2024
http://www.thewarrengroup.com/?__hstc=251636889.4e59ff2eab57428815fee6e317304453.1717095057729.1718115918795.1718119689978.13&__hssc=251636889.4.1718119689978&__hsfp=1245837078
http://www.bankerandtradesman.com/privacy-policy/

