Sample Cover Letter and Survey for Never-Active Accounts
Bank Logo

[Return Address]

[Prospective Customer Address]

Re:  Account Ending in [last four digits]:

Dear [Customer Name]:

Thank you for choosing to open a [Visa/MasterCard] credit card account with us.  We want to be your credit card of choice, but noticed that you have not yet used your card.  Please take a few minutes to tell us why by completing this short survey.  

Please complete the survey and return it in the enclosed postage-paid envelope.  If you would complete your survey by [Month/Date], it would be greatly appreciated.  As our way of saying, “Thank You”, we will credit your account $[dollar value]. 
Because only a small number of customers have been selected to participate in this survey, your answers are vital to helping us better meet your credit card needs.  Your answers will be kept confidential. 
Thank you in advance for responding to the survey. If you have any questions, please feel free to email us at [email address] or call us at [phone number]. Our Customer Service Department is available from [hours of operation]. 
Sincerely, 
[Signature]

[Bankcard Manager or Bank President’s Name]

[Title]

P.S.  Be sure to use your account credit within [expiration date] days of completion of your survey to claim your $[dollar value]!  
[Bank name] Card Center

Customer Survey




Account Ending: [last four digits]       
1. Please indicate why you applied for our card.  Please check all that apply.  
· Interest rate
· Introductory rate

· Organization/bank associated with the card  
· Reward program

· Gift for applying for card
· For additional credit line

· As a back-up card/for emergencies only
· To build credit history 

2. Please indicate why you have not used your card.  Please check all that apply.
· No reward program 
· Reward program does not appeal to my needs/interests

· Interest rate 
· Credit line is not sufficient for my needs
· Have decided to only use credit cards in an emergency 
· This card is for specific purchases only 

· Unsatisfactory experience with organization/bank associated with the card
· Never took the time to activate

· Misplaced card

· Responded to another card offer after this one that better met my needs.  
     Please explain ________________________________________________________

     _____________________________________________________________________


· Other (Please describe) ________________________________________________
     _____________________________________________________________________

3. Do you keep balances on other credit cards rather than paying the balance in full each month?  
· Yes
· No
4. If yes is your answer to question 3, why do you choose to keep balances on that card?

· Lower interest rate
· Transferred credit card balances because of low balance transfer offer
· I prefer using one card for extending payment over time
5. Please rank the following current credit card benefits based on importance to you using the following scale:  1 = unimportant;   2 = somewhat unimportant;    3 = neither unimportant or important;   4 = somewhat important;   5 = very important.
____   Airline miles rewards
____   Hotel rewards
____   Merchandise rewards

____   Online account access
____   Low interest rate
____   Quality customer service

____   Using the card benefits an organization/cause that is important to me 
____   Other (please describe) _____________________________________________
          __________________________________________________________________

6. Please rank the following based on importance if they were available on your credit card using the following scale:  1 = unimportant;    2 = somewhat unimportant;    3 = neither unimportant or important;   4 = somewhat important;    5 = very important.

____   Rewards for other banking services

____   Cash rebate on purchases  
____   Ability to choose my own card design

____   Credit card statement available online
____   Ability to download my statement to my financial management software, such   

          as Quicken®
____   Ability to set-up alerts online to notify me that my statement is available, my   

          payment is due, my payment has posted, etc.

____   Ability to dispute a charge online

____   Ability to transfer balances online

____   Ability to change my statement billing date online

____   Other (please describe) _____________________________________________
           _________________________________________________________________

7. Would you recommend us to friends and family?
· Yes
· No
8. Would you consider additional banking services with us?
· Yes
· No    
· If no, please explain ___________________________________________________
7.
Please provide us with any additional comments that will help us to provide better products and service.  _______________________________________________________________________________________________________________________________________________________________________________________________________________________________________

	Please also tell us:

Number of Visa, MasterCard Accounts                           
· 1 to 2

· 3 to 5

· 6 or more


	Credit Card Brand Preference

· Visa
· MasterCard 
· American Express
· Discover


	Age  

· 18 to 24

· 25 to 34

· 35 to 44

· 45 to 54

· 55 to 64

· 65 and over

	Annual Household Income  

· Under $25,000

· $25,001 to $49,999

· $50,000 to $74,999

· $75,000 to $99,999

· $100,000 to $149,999

· $150,000 and over




Thank you for your valuable input!
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