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Research Objectives

The Keynote Rankings for Credit Card Prospects
Web Sites are part of a syndicated competitive
intelligence program for understanding and
improving customer service and service levels of
leading Web businesses.

Keynote’s mission is to improve eBusiness
performance worldwide by providing metrics and
insights for customer experience, marketing
effectiveness, application service levels and
competitive strategies.

Study Participants

For the study of Credit Card Prospects sites,

Keynote monitored over 2000 panelists , with 200

visiting each site. The Panelists were profiled for
US, online adults (18+) whoare not current
customers of the credit card site being evaluated.
The sites tested were:

= American Express
= Bank of America
= Capital One

= Chase

= Citi

= Discover

= HSBC

= National City
= U.S. Bank

= Wells Fargo

Methodology Overview

Measuring Customer Experience

Keynote’s approach to customer research
involves real consumers performing tasks on
target websites, and using Keynote’s
WebEffective application to measure attitudes
and behaviors of the users. For this study, the
consumers were asked to pursue goals and
provide their reactions across a number of areas
of site experience.

Measuring Service Levels

To gather data on the operational excellence of
sites in a study, Keynote uses its Transaction
Perspective automated testing agents to mimic
the actions of a consumer using the Internet
Explorer browser to perform scripted tasks. The
agents are deployed through out Keynote’s
Global Network, and will perform these tasks at
least hourly for a 30 day period. The agents
track more than 35 performance metrics and
collect over 6500 data points to rank the sites in
the study on each of seven key performance
factors.

Overall CE Ranking

The overall Keynote Customer Experience
Ranking is the highest-level score of customer
experience and is based on an aggregate score
of site performance across all 250 customer
experience indices and metrics measured in the
study. The overall ranking shows which sites are
most successful in terms of satisfying customers,
driving acquisition and supporting the company’s
brand.
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Differences of approximately 21 points or more
are significant at the 90% confidence level.

Specific areas of Success

The best sites are determined by their ability to
drive leading business outcomes such as
customer satisfaction, brand impact and
acquisition. Winners in some of the areas
measured are:

Rank Brand Impact Index

1 First National
2 Chase
3 Bank of America

Rank Online Adoption Index

1 Chase
2 Discover
3 Citi Card
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Service Level Results The drivers that had the most impact on brand
impact and future use were Credit Card

Using Extensive measurement data and alalysis, (feature) satisfaction and Privacy / Security.

Keynote benchmarked leading online mapping

sites in two major Categories: TOP IMPACT DRIVERS BRAND IMPACT ACQUISITION IMPACT | ONLINE ADOPTION
- e e
Reliability — Measures a site’s ability to service r.cneoreanpsamsracrion >‘ mE= pEmEE R
its customers without errors or outages. e T n an
Reliability is based on detailed measurements [ oeston anp omoaneaion i el 1] [] []
focused on tow Key Factors: a8 m m
n Availabil |ty [ 7. cusTomER suPPORT (3 - } [ 1| [ ] ]
8. OTHER ACCOUNTS INTEREST T ] [ ] | | |
= Qutages. [ereomve srermmrommcs |l =] []
[ 0. onLNE seRvicEs samisFacTioN (1) x| [ ] | |
Rank Reliability 11. CREDIT CARD VALVE (12) )'j . D
1 US Bank
2 HSBC Qualitative Analysis
3 American Express

The Keynote research team uses specialized
tools to analyze participant comments, identifying
and comparing themes across all of the sites in
the study.

Responsiveness — Measures a site’s ability to
provide highly responsive and consistent page
downloads. To obtain the overall
Responsiveness Ranking, Keynote evaluates

and compares the sites according to their Here are some comments from our study

performance on five Key Factors: participants:
= High Speed Response
= Dial-up Response
= Response Time Consistency “The links on the richt side
= Geographic Uniformity 8
Load Handling are what I'm looking for - [
think. They look helpful and
Rank Responsiveness what should be in the center
1 Wells Fargo of the page instead of that
2 Bank of America advertising looking crap.”
3 Capital One g g crap.
(11
. Once I entered (the
Keynote Drivers . .(
selection) page, it was easy,
Critical insights of the study are derived from
understanding why sites rank as they do. andpretty ?OOZ’ aCtua”y’
Keynote conducted a sophisticated driver how you clicked on the

analysis to determine which aspects of the site :
experience had the most significant impact on Selectlons, and those cards

site success. The factors that have the greatest which did not meet your

relationship to these site effectiveness indices . . .
reveal which areas of the site experience should criteria.. ]uStfaded SlOWZy

get the most attention in order to improve critical
site outcomes.

1% . . .
Keynote competitively benchmarks sites across It'SfOOZlSh, but I like bemg
thesg drlyers —and detgrmlnes the key factors able to customize the design.
contributing to success in these areas. , . . ]

What's not foolish is I like

that they don't have a
general default program.”

away. That's cool!”
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Results Availability

This abstract highlights findings from the KCR
Credit Card Prospects Research Report. The full
report contains hundreds of pages that include
information not only identifying the best and worst
credit card sites, but also providing specific detail
about why the sites ranked where they did.
Armed with this intelligence, site managers and
developers can tune specific aspects of their
application to provide better performance to
customers than their competition.

Custom Comparisons

Not included in the study? Need to see where
you rate against the top site? Keynote'’s
researchers can create an expansion study to
collect the same metrics on your site, and profile
your results against the sites in this study.
Conducting a study is a straightforward process:

6

About Keynote Systems

Keynote Systems, Inc., the Mobile and Internet
Performance Authority is the worldwide leader in
eBusiness performance management services.
Over 2100 corporations and 19,000 individual
subscribers rely on Keynote’s growing range of
measurement, monitoring and customer
experience management services to improve
eBusiness performance by reducing costs,
improving customer satisfaction and increasing
profitability. Keynote’s products provide
enterprises with the tools to align IT and
Business goals. To learn more about Keynote’s
Competitive Research studies, please visit:
http://www.keynote.com/keynote competitive res
earch/
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