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Today’s guests

Claudia Adamson

Head of Small Business Banking 
Truist

Heather Kesner

Head of Small Business Banking and 
National Sales 

U.S. Bank
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Agenda

1. New roles in 2025

2. Advice and the branch

3. Simplification & speed

4. Unified experience

5. Looking ahead
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<$10MM

2%

Nearly 80% of small businesses are micro companies

Source: 2025 Dun & Bradstreet Corporation
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are micro companies

78% 
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Bankers are not a top choice for business advice

Q: Where do you go for advice on running your business?
$100K-<$10MM
Econom ic Pulse Data 3Q2025
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6$100K-<$10MM
1Q2025-4Q2025 Small business incrementa l net effects multiple regression with a dominance analysis
Rating of 2 or m ore channels need to be included in the analysis

Keep it simple and 

maintain personal 

relationships.

$1MM-<$2.5MM company

Being 
easy to do business 

with
is the largest driver of overall bank 

satisfaction
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While the incidence of use is the same, digital touches 
dominate monthly contacts over branch touches

Q: During the last 12 months, have you or someone in your company used the following points of contact at your primary 
bank? Percentage of total number of monthly contacts per point of contact.
$100K-<$10MM
*Use online banking and/or mobile bank ing app
Small Business Tra iling 4 Quarter Data
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Branch Digital*

USED CHANNEL IN LAST 12 MONTHS
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Customer Licensing Agreement
Barlow Research Associates, Inc. (BRAI) grants client non-exclusive license to use copyrighted information published by BRAI. Client 
may use information for the duration of its license. Upon expiration, client will return all information to BRAI, if requested, or destroy 
such information within thirty (30) days. BRAI materials are for internal use only, not to be shared with any third party inc luding but 
not limited to clients, partners, affiliates, or contractors. External usage of reports/data must be approved by and attributed to BRAI.
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