
Rapport is getting ready to celebrate its first birthday 
in August.  In the year since Rapport was created 
we have been working very hard to merge our two 
legacy banking systems.  Members will notice several 
changes and improvements over the next 12 months. 
These changes and improvements will help us increase 
our scores on the likelihood to consider for additional 
products.  We fell short here because you told us in 
some cases you wouldn’t consider us, now we have to 
convince you why we’re your best choice. 

Here are some changes and improvements that you can expect to see:

chAngE oR ImpRovEmEnT
Former ocS  

members
Former pA  
members

Personal Credit Card Available Now Currently Available

Online Banking
•	 Ability	to	open	up	a	new	chequing	or	savings	account
•	 Change your address or contact information securely through our online site
•	 User friendly application forms
•	 Display of accounts will be easier to understand
•	 Improved bill payments including more vendors 

October 2015 March 2016

Rapport Website Enhancements
•	 Newsletters	&	Articles
•	 Board of Directors & Community Involvement
•	 Enhanced	Products
•	 Tools and Calculators 

October 2015 October 2015

New Account Types
•	 US	Accounts
•	 Student
•	 Senior 

October 2015 Currently  
Available

Debit Cards
•	 Rapport debit cards will start being issued 

October 2015 October 2015

Transit Number Change
•	 Personal	cheques	will	have	a	new	transit	number	
•	 Pre Authorized Credit & Debits will need to be changed to reflect new transit 

number
•	 In September, we’ll let you know what things will affect you and what you need 

to do

 
October 2015 March 2016

E-Transfers Ask Member Assistance 

December 2015  
via Online Banking

Currently  
Available 

Improvements Coming Your Way

Would you like to be featured in an upcoming  
Rapport Credit Union campaign?

•	 Single Woman or Man (20s - 70s)
•	 A Couple (two adults, in their 20s - 90s)
•	 A Family (a couple or single-parent family with one child plus)
•	 A	Group	of	Friends	(3-6	close	friends,	20s-90s)
•	 Best Friends (2 friends who are very close, 20s-90s)
•	 Students (high school or university, 17-25)
•	 Correctional Officers in uniform

Send us an email at marketing@rapportcu.ca by Friday, July 
24th so we can send you all the details.

We’re focused on our members and we’d love to feature you 
in our upcoming Rapport campaigns.

You may have already noticed our new image in our recent 
branch posters, direct mail and newsletters - we’d like to 
create similar “photographic moments” featuring you, our 
real members. If you are interested in being featured in 
an upcoming campaign, please choose from one of the 
following categories that you identify with most:
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The 2014 Member Satisfaction Survey results are in!
At Rapport Credit Union, member satisfaction is our highest priority - it’s what we strive for each and every day. Unlike many 
financial institutions, we endeavor to be completely transparent with our members and we are always looking for ways to 
improve your member experience.

In 2014, we conducted a comprehensive member satisfaction survey and we want to share some of the results with you in this 
edition of our newsletter. With an 11% response rate, we feel confident that we can use the results to make changes at Rapport.

July 2015

Member LoyaltyMember Service Expectations
A large majority of you believe the service you receive from 
Rapport either exceeds (33%) or meets (57%) your expectations 
of a financial institution. Only 1 in 10 members indicate that we 
fall short of their expectations.  This is great news.

Member loyalty takes into account your overall attitudinal 
assessment of Rapport’s performance, your  willingness to 
advocate or recommend us, and looks at your intention to 
consider Rapport for your future financial needs. 

Would you recommend RapportCredit Union? 
One of the best indicators of how you feel about us is a statistic called the Net Promoter Score (NPS). We take the number of 
members who would recommend us to family, friends, or co-workers then subtract those who would not. In our case, we have 60% 
who would and 18% who would not, resulting in an NPS of 42%. 

Is that good? Well, Canadian banks have an average NPS of 34%.  So Rapport’s 42% is above average. But for us, that’s good but 
still not good enough.  We won’t stop until we hit a score of 50% or more.  Check that, we’ll never stop trying to improve.
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You gave us great feedback on our service to you, and told 
us that we are best at:

•	 Treating you with dignity and respect
•	 Being ethical and trustworthy
•	 Providing timely responses to your		requests
•	 Taking the time to understand your needs

We saw a positive rating in acting as your financial 
advocate. We also saw that half of our members think 
that we do a good job balancing our interests with yours. 
This is important to us because our mission is to provide 
exceptional personalized service and tailored solutions that 
promote financial health.  But for us, a positive response 
from half our members is not good enough - so we will 
make it our goal to improve on that.  

You also told us what aspects of our business need to 
improve, including:

•	 Educating our members on financial matters
•	 Being a forward looking and innovative financial

institution

Our Commitment to Service
Our member feedback and input confirms that we need 
to do a more thorough job on helping our members 
understand their finances to become more financially 
confident.  

To accomplish this, we will take advantage of more 
opportunities to provide our members with information 
on financial matters via newsletters, lunch and learns, and 
website content. None of that, however, will replace the 
face-to-face interaction - when we work with members we 
can successfully find solutions that fit each of our members’ 
lives.

Having a financial institution that is technologically up-
to-date is important to our members. To improve your 
experience, our new online banking system will be launched 
by October 2015 for former Ontario Civil Service (OCS) 
members and by March 2016 for former Provincial Alliance 
(PA) members.  After that we will also be updating our 
mobile banking platform - stay tuned for more news on that 
in October.

At Rapport, we take pride in being both high-tech and 
high-touch.

No matter how well we do there will always be issues that crop up from time to time.  While only 11% of you said that you 
contacted us to help it’s very important to us that any problems that arise are handled and resolved swiftly – here’s how we stack 
up in the survey - and check out #4 on the next page to see how we’re going to improve:

Problem Resolution

ATTRIBUTE ScoRE

The ability of staff to resolve the problem the first time you contacted Rapport

Staff willingness to follow up on your problem until it is resolved

Staff having the authority to resolve your problem

Staff showing a sincere interest in resolving your problem

Staff being knowledgeable about your relationship with Rapport

Your problem being resolved in a timely manner

Staff knowing how to solve your problem

Staff asking appropriate questions to understand your problem

Being informed of the process for resolving your problem

Staff taking steps to prevent the problem from recurring

Having to explain your problem only once

It’s important to us that you understand what we 
are doing to improve your experience with Rapport. 
Here’s what we’re doing to make things better:
 
1. Convenient branch locations:  

•	 Rapport now serves members at 13 branches all 
across Ontario 

•	 Three Toronto area branches – Downtown, 
Yonge & Finch and Downsview

•	 Two Thunder Bay area branches – Campus Hill 
& James Street

•	 Plus our teams in Hamilton, Kakabeka Falls, 
Kingston, North Bay, Orillia, Oshawa and 
Peterborough  

2. More ATMs:  

•	 As convenient as they are ATMs are expensive.  
Expensive	to	purchase	and	maintain	so	we	try 
to balance usage and costs to save you money 
in the end

•	 Instead of taking on all of the costs we have 
teamed	up	with	the	EXCHANGE	ATM	Network	
as an extension of our machines which give 
you surcharge-free access to over 2,500 ATMs 
across Canada

•	 Plus starting July 4 if you follow us on 
Facebook and Twitter you could win 1 of 5 
cash prizes through the EXCHANGE Network’s 
#SurchargeFREEdom! Contest 
 

Improving Member Satisfaction
3. Improved products & services: 

•	 New	chequing	and	savings	accounts,	expanded	
financial planning services and investments in 
technology will be available to help you plan for 
your future, your retirement and everything in 
between 

4. Better customer service: 

•	 Our members mean everything to us and each 
Rapport employee will receive training on how 
they can improve service to you. 

•	 It all comes down to training and more training.  
We will develop plans for each employee so 
they can improve their knowledge

•	 We will strive to develop and improve our 
rapport with you so that’s why we will 
implement a new communication standard that 
will	increase	the	frequency	and	improve	the	
quality	of	our	interactions	with	our	members 

5. Email transfers: 

•	 We’re surprised this wasn’t number one on the 
list, but you did let us know that about half of 
our members use email money transfers 

•	 Our former PA members currently have this 
service

•	 For our former OCS members, email transfers 
are available by contacting Member Assistance 
and this will be a new online banking option by 
the end of December 2015

In September, we will be asking your thoughts and opinions again.  We encourage you to respond 
to the survey and let us know how we can continuously improve your experience with Rapport.
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