
Anne Lockie
EVP, Sales
RBC Banking

Presentation to analysts and institutional investors
Toronto – October 23, 2003



1

BRANCH NETWORK
• 1,111 branches
• 65 Business Banking Centres 
• 2,900 Indirect lending Car Dealers
• 7,030 Personal Financial Service 

Representatives / Managers and 
Account Managers - Personal Banking 

• 1,335 Business Account Managers
• 190 Commercial Account Managers
• 13,820 Customer Service Reps

ON-LINE BANKING
• 2.1MM Internet clients

TELEPHONE BANKING
• 1.5MM Inbound representative handled calls/ month
• 365M Outbound representative handled calls/month
• 2,400 telephone representatives

ATM 
• 2,510 on-site ATMs
• 1,620 off-site ATMs

FINANCIAL ADVISORS
• 990 in-branch Financial 

Planners
• 550 Investment Retirement 

Planners
• 790 Mortgage Specialists
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BRANCH NETWORK

ON-LINE BANKING

TELEPHONE BANKING ATM 

FINANCIAL ADVISORS
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Relationship Value Pricing across all channels

Handoffs between channels  

Appointment booking capability – Royal Direct 
books 7,000 a week 

Full capability to stop, pend and resume in all 
channels under development to enable multi-
channel usage
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Focused multi-channel, integrated marketing 
campaigns for increased sales 
Leverage CRM to identify life stage needs
Proactive sales leads to employee desktops 
tailored to type of sales force (personal 
banker, business banker, Financial Planning, 
Private Banking, etc.)
Maximizing every opportunity (inbound and 
outbound) with reactive offers using CRM 
models
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100,160,000TOTAL
960,000E-mail solicitations and e-offers

60,000,000Opportunities (responsive)
30,000Mortgage Specialists

270,000Investment Retirement Planners
800,000Royal Direct

3,600,000Branch
Proactive leads

34,500,000Direct marketing

Total generated leads
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Royal Credit Line pre-approved offerRoyal Credit Line pre-approved offer
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e-Business Architecture

Problem 
resolution Skill Building

Eliminate 
“unnecessary 
things we do”

Differentiated service based on 
needs and value

Re-engineering the 
experience

Re-engineering the 
environment

The Service Continuum

Premium client lo
yalty and commitm

ent

Client 
Irritants
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Personal
20% of personal clients drive 90% of NIBT
client defection (partial and total) costs $140MM 
in NIBT per annum

Business
loss of business clients costs us $30mm in NIBT 
per year
72% of clients have a personal relationship with 
RBC 

– 30% are top decile clients
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� Clear value propositions
� Priority access – all channels
� Highly skilled employees
� Advice – investments, credit 

and day-to-day banking
� Referrals

Priority Client
Strategy

Superior service and 
experience

for High Value clients

“All Client” 
Strategy

� Competitive baseline 
� Service standards
� Problem Resolution
� Product cross-sell
� Price products and services 

for profit

Consistent and valued 
RBC experience for 

all clients
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RBC Banking overall* 2003 lead over North 
American financial services norm ** 
RBC Banking overall* 2003 lead over North 
American financial services norm ** 

Difference versus ISR’s North American High Performance Norm

+36 - “How do you rate your last performance review on helping you in your career development & planning?”

+31 - “This company makes adequate use of recognition & rewards other than money to encourage good performance.”
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Lead vs. ISR’s Global Financial Services Norm

Employee Development
Engagement

Team Effectiveness
Talent Management

Management Practices
Work/Life 

**

Client Focus
Employee Capabilities

Diversity 
Organizational Innovation & Change N/A

Performance Evaluation
Communication

Competitiveness
Recognition & Reward
Corporate Leadership

Corporate Image
Values

* (N=35,553)  ** (N=150,000)
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1. Minimize defection of High Value clients

2. Growth through increased penetration of 
anchoring products

3. Create a superior RBC experience and add 
value for priority clients

4. Establish more client-focused measures & 
management practices

Targeting incremental revenue of              
$100mm in 2004


