
 

151 Yonge Street, Suite 1000, Toronto, ON  M5C 2W7 

Tel: (416) 232-1262  Fax: (416) 232-9196  www.cucentral.ca 

 

 
 

Credit Unions Rank First in Customer Service Excellence for Nine Years Running  
Ipsos Best Banking Awards also reveals credit union strength in many service categories 

 
TORONTO, ON (August 29, 2013) – For the ninth consecutive year, Canadians ranked credit unions first 
in overall Customer Service Excellence among all financial institutions in the 2013 Ipsos

®
 Best Banking 

Awards. Credit unions also took sole honours in two other categories: Branch Service Excellence and 
Values My Business.  
 
“There truly is a ‘credit union difference’ and our members experience it every day,” said David Phillips, 
President & CEO, Credit Union Central of Canada. “Canadian credit unions and caisses populaires never 
lose sight of what is most important: our dedication to meeting the individual needs of our over 5.3 million 
members. We know that Canadians value the friendly, top quality service they receive from credit unions 
and this survey confirms what we hear from them," added Phillips. 
 
Survey results show that credit unions took sole honours in Branch Service Excellence for the 9th year in a 
row and Values My Business for the 6th year in a row. They also tied for first place in the following 
categories among all financial institutions:  

 Financial Planning & Advice;  

 Mobile Banking Excellence; 

 Automated Telephone Banking Excellence; and 

 Live Agent Telephone Banking Excellence   
 
Credit unions have been recognized for Financial Planning & Advice since 2010. 
 
“With well over a hundred years of service, Canadian credit unions remain dedicated to a co-operative 
movement that brings innovative ideas, products and services to their communities, as well as an 
exceptionally strong commitment to social responsibility and sustainability,” added Phillips.  
 
“We are honoured that the Canadian financial services sector continues to use these customer service 
metrics as one of the key measures of their success,” says Ray Kong, Executive Vice President and Global 
Financial Services Practice Leader at Ipsos Reid.  “Ongoing meaningful commitment to customer service, 
along with continued fiscal responsibility, are key reasons why Canada’s financial services sector has been 
a model of success for the whole world.” 
 
Launched in 1987, the Ipsos (formerly Synovate) Customer Service Index (CSI) quarterly survey generates 
the winners of the annual Best Banking Awards. The Ipsos 2013 Best Banking Awards are based on 
quarterly Customer Service Index (CSI) survey results. Sample size for the total 2013 CSI program year 
ended August 2013 was 45,875 completed surveys yielding 69,268 financial institution ratings. 
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About Credit Union Central of Canada 
 
Credit Union Central of Canada (Canadian Central) is the national trade association for the Canadian credit 
union system. Canadian Central represents five provincial/regional Centrals and one Federation 
representing 336 credit unions with more than $156.4 billion in assets and serving 5.3 million members, 
outside of Quebec. For more information about Canada’s credit union system and Canadian Central, visit 
www.cucentral.ca. 
 
Canada’s credit unions 
 
For the ninth consecutive year, Canadians ranked credit unions first in overall Customer Service 
Excellence among all financial institutions, surpassing all Canadian banks in the Ipsos 2013 Best Banking 
Awards. Credit unions also took sole honours in the Values My Business and Branch Service Excellence 
categories. Credit unions tied for first among all financial institutions for Financial Planning & Advice, Mobile 
Banking Excellence, Automated Telephone Banking Excellence and Live Agent Telephone Banking 
Excellence. 
 
About Ipsos 
 
Ipsos is an independent market research company controlled and managed by research professionals. 
Founded in France in 1975, Ipsos has grown into a worldwide research group with a strong presence in all 
key markets. In October 2011 Ipsos completed the acquisition of Synovate. The combination forms the 
world’s third largest market research company. With offices in 85 countries, Ipsos delivers insightful 
expertise across six research specializations: advertising, customer loyalty, marketing, media, public affairs 
research, and survey management. Ipsos researchers assess market potential and interpret market trends. 
They develop and build brands. They help clients build long-term relationships with their customers. They 
test advertising and study audience responses to various media and they measure public opinion around 
the globe. Ipsos has been listed on the Paris Stock Exchange since 1999 and generated global revenues of 
€1,789 billion (2.300 billion USD) in 2012. 
 
Visit www.ipsos.com to learn more about Ipsos’ offerings and capabilities. 
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