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ACKNOWLEDGMENTS
This RMA survey was designed in partnership with Ncontracts. The survey includes informed 
contributions from members of the RMA Culture and Conduct Roundtable as well as members from 
RMA’s Enterprise Risk Management Council. We appreciate their help in designing the survey.

The survey was intended to capture the current state of culture and conduct practices across 
a range of RMA member and non-member institutions. We hope that the results will help you 
benchmark how your peers implement and drive their desired culture and manage conduct risk, 
particularly in the current remote environment that many institutions are in due to the pandemic. As 
regulators continue to pay attention to the corporate culture, this survey may be a useful check-in 
tool on your current practices.

The survey has been conducted between November 2021 and January 2022. Most of the questions 
were multiple choice with opportunities to provide comments. Some questions were open text and 
designed to gain more granular insight on existing practices. 

The final report provides participants’ responses, while protecting the confidentiality of individual 
institutions by masking the source of their responses. Due to the sufficient number of responses 
received, we were able to present the analysis by asset size. The findings from the survey will also 
be presented in articles from future editions of The RMA Journal.
Note: Due to rounding, percentages in the tables may not add up to 100.

RMA staff members contributing to the study were Sylwia M. Czajkowska and Edward J. DeMarco 
Jr. The final report was written by RMA.

RMA would like to thank the institutions that contributed to this study. Credit for participation was 
given to all 57 institutions regardless if respondents skipped certain questions, yet we feel they 
provided valuable data from the majority of the answers.

We respectfully request that these materials not be shared with any consultants or service 
providers. The material contained in this document is exclusive to RMA, Ncontracts, and 
contributing members. 
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Institutions (57) that participated in the survey:

Ally Associated Bank

ATB Financial Atlantic Union Bank

Banc of California Bank OZK

Bell Bank Berkshire Bank

BNY Mellon Charles Schwab Corporation

CIBC Citizens Bank

Citizens Business Bank City National Bank

Comerica Incorporated Community Bank System, Inc.

Community Bank of Texas Connecticut Community Bank, N.A.

Cornerstone Bank CrossFirst Bank

Discover EH Private Bank

Fannie Mae Federal Home Loan Bank Pittsburgh

Finance Authority of Maine First Citizens Bank

First Horizon First United Bank

Frost Bank Gateway First Bank

Glacier Bancorp Heritage Bank

Huntington Bancshares, Inc. Investors Bank

KeyCorp Live Oak Bank

M&T Bank Maine Community Bank

Mechanics Bank NBT Bank

Park National Bank PNC

Royal Bank of Canada Sterling Bank and Trust, FSB

Summit State Bank Synchrony Financial

TIB, N.A. Truist Financial Corp.

U.S. Bank UCBI

Vantage Bank Texas Village Bank

Western Alliance Bank Anonymous (3)
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Disclaimer
The information contained herein is obtained from sources believed to be accurate and reliable. 
All representations contained herein are believed by RMA to be as accurate as the data and 
methodologies will allow. However, because of the possibilities of human and mechanical error, 
as well as unforeseen factors beyond RMA’s control, the information herein is provided “as is” 
without warranty of any kind, and RMA makes no representations or warranties expressed or 
implied to a subscriber or any other person or entity as to the accuracy, timeliness, completeness, 
merchantability, or fitness for any particular purpose of any of the information contained herein.  
Furthermore, RMA disclaims any responsibility to update the information. Moreover, information 
is supplied without warranty on the understanding that any person who acts upon it or otherwise 
changes position in reliance thereon does so entirely at such person’s own risk.

The report is provided to participating institutions for internal analytical and planning purposes only. 
As such, a participating institution may disclose the information to consultants and agents that are 
engaged to assist that participating institution in analysis and planning; however, such consultant 
or agent is prohibited from using the information for any purpose other than such analysis and 
planning for that participating institution.

About RMA
For more than 100 years, RMA has been laser focused on one thing: helping its members in the 
world’s financial institutions better understand and address risk. As a trusted partner, RMA has 
weathered the many economic ups and downs of the last century alongside its members, which 
now number 1,600+ financial institutions of all sizes, from multi-nationals to local community banks. 
These institutions are represented by over 26,000 individual RMA members located throughout 
North America, Europe, Australia, and Asia. 

Our members rely on us to keep them abreast of important industry trends and prepare them to 
face new challenges head-on. Our sound risk management principles are developed for members, 
by members, and help to build safer, stronger financial institutions, impacting local communities and 
the global economy.  

All of this makes RMA unique—we are the only comprehensive source of risk management tools 
and education that has spanned the last 100 years. And we look forward to the next 100 as we help 
the industry come together on the transformative issues of climate, cyber, culture, technology, and 
more. Learn more at www.rmahq.org. 

About Ncontracts 
Ncontracts provides comprehensive vendor, compliance, risk management, and lending compliance 
solutions and services to a rapidly expanding customer base of over 4,000 financial institutions 
in the United States. We help financial institutions achieve their compliance and risk management 
goals with a powerful combination of user-friendly, cloud-based software and expert services. 
Our solution suite encompasses the complete lifecycle of risk, including vendor management, 
enterprise risk management, employee and company culture engagement, business continuity, 
compliance, audit and findings management, and cybersecurity. The company was named to the 
Inc. 5000 fastest-growing private companies in America for the third consecutive year. For more 
information visit www.ncontracts.com or follow the company on LinkedIn and Twitter.

http://www.rmahq.org
http://www.ncontracts.com
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EXECUTIVE SUMMARY
This RMA/Ncontracts survey was intended to capture the current state of culture and conduct 
practices across a range of RMA member and non-member institutions. We hope that the results 
will help participants benchmark how their peers implement and drive their desired culture and 
manage conduct risk, particularly in the current remote environment that many institutions are in 
due to the pandemic. As regulators continue to pay attention to the corporate culture, this survey 
may be a useful check-in tool on your current practices, especially as many are now moving into 
more of a hybrid work environment. 

COVID-19 and the Great Resignation Environment
COVID-19 is a disease caused by the severe acute respiratory syndrome coronavirus 2 (SARS-
CoV-2), that was first detected in December 2019. In March 2020, COVID-19 started making a more 
significant impact on business operations, disrupting the existing processes. Management has 
been challenged with conducting business in new ways, which has become our “new normal.” At 
that time, institutions started requiring their employees to work from home, causing a significant 
shift in the work culture. Comparing the results may help you see if COVID and the “great 
resignation” had specific implications on culture and conduct in your institution, including changes 
in your team size. As we are two years into the pandemic, it may be interesting to see how things 
continue to evolve for institutions that start implementing a hybrid approach for returning to work. 

A total of 57 responses was received, covering a wide range of financial institutions from four asset 
sizes: less than $10 billion; between $10 and $60 billion; and over $60 billion, including community, 
regional, super-regional, money center banks, and investment banks headquartered in the United 
States and Canada. 

This is the breakdown of participation by asset size:

Response Count Percent

Less than $10 billion 18 26.1%

$10-$60 billion 20 30.4%

Greater than $60 billion 18 26.1%

Participating institutions were asked to provide their primary regulator for context and further 
analysis. As expected, all participating institutions are regulated by one or more of the following: 
OCC, FRB, FDIC, State, FINRA, and OSFI (Canada). 

We began our survey by asking how long institutions have evaluated their culture? It was encouraging 
to see that many had already started focusing on culture and conduct before the pandemic created a 
shift in the culture. We can see that the responses are consistent for the institutions with larger asset 
sizes, where respondents indicated a timeframe of “more than 5 years.” Based on the data, it is also 
noted that institutions with smaller asset sizes are more in the beginning stages of that journey. The 
range of practice is split among 1 to 3 years, 3 to 5 years, and more than five years. 
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We have learned that the risk culture is evaluated on an annual basis for 66% of respondents. There 
were some instances where this exercise was conducted less frequently, but also cases where the 
evaluation is happening more often than annually.

Close to 40% of respondents indicated that their risk training curriculum has been revamped in 
the last 6 to 18 months. There was still a substantial number of respondents (30%) that selected an 
answer with a timeframe between 18 months and 3 years ago.

When asked “To what extent does your institution cascade risk management messages?” we saw 
that the top answer (37%) was “Majority of staff are actively notified of risk management activities, 
including identification of new risks and mitigation of issues.” This answer was consistent for all 
asset size categories.  

Survey participants shared examples of tools and techniques used to capture baseline results 
and track trends. We hope that the list, which was based on the responses, will help participants 
enhance their resources.

As a result of the pandemic and changes in the operating environment, many institutions revised 
their recognition and incentive programs. To have a better understanding of existing practices, we 
asked attendees to identify the primary level at which recognition of efforts or an incentive program 
reinforced the risk management culture. We observed that there is a range of practices in the area 
of reward/compensation dependent on the institution’s asset size. It is disappointing to see that for 
institutions with assets below $10 billion (67% of respondent), “there is no performance or incentive 
program specifically for risk management.” On the other hand, more than 72% of those with assets 
size above $60 billion indicated that “any employee at any level is recognized or incentivized to 
participate in risk management.” 

Many frameworks include a reputation risk component, as it a derivative risk of each and every thing 
institutions do (or decide not to do), including being associated with certain types of businesses, 
people, industries, etc. As attention to the reputation risk increases, we wanted to see how it is 
viewed in the participating institutions. Overall, 25% of respondents noted reputation risk as being 
moderately important, 33% noted it as being important, and 37% noted it as being very important. It 
is slightly concerning that so many do not view reputation risk.as an important issue.

It is not surprising that every participating institution has an ethical code of conduct in place. But it 
is fascinating to see the mix of responses when it comes to who manages conduct risk. It was also 
interesting to learn how reputation risk and ESG oversight are managed: separately or included 
within conduct risk. Overall, almost the same number of respondents indicated they managed the 
risk either separately or within conduct risk.
• Reputation risk and ESG oversight are managed independently from each other (44%)
• There is some overlap between how reputation risk and ESG oversight is managed or  

reported (40%)

When comparing the responses based on the asset size, we found differences. 
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Based on the survey data, we learned that during last year the percentage of an organization’s 
staff dedicated to a “risk” function stayed the same (60%) or increased (40%). No one registered a 
decrease. The forecast for the upcoming year is also promising, with 50% of respondents foreseeing 
this number remaining stable, 27% indicating it very likely to increase, and 23% believing it will likely 
increase. Similarly, no one predicted that the number would decrease in the next 12 months. 

We saw a positive trend when it came to leaders and managers (at all levels) demonstrating and 
communicating their desired culture and behavior. Approximately 58% of respondents agreed 
with that statement and 28% strongly agreed. There were still 14% who selected “neither agree/
disagree” or “disagree.” Responses to this question may have been dictated by the role the survey 
participant plays in the organization. We can only assume that the C-Suite would have greater 
expectations that the culture and behavior are appropriately communicated across the institution.  

The following responses (in the order from most to least popular) were noted when asked “Who is 
responsible for investigating sales practice customer complaint allegations?”
• Compliance or Risk Colleagues (60%)
• Other, please specify (21%)
• Specialized Sales Practice or QA teams (12%)
• Managers or Supervisors (5%)

Approximately 51% of respondents “strongly agreed” and 42% “agreed” with the statement that 
their institution has policies and procedures defining their institution’s approach for capturing the 
results from their risk management activities. When it came to the institution having the necessary 
people, processes, and technology to capture baseline results and track trends, the responses 
varied among “strongly agree, agree, neither agree nor disagree, and disagree.” 

We observed that 60% of respondents have had a positive experience with tools provided by 
their organizations, in comparison to 40% of respondents, who believe that the investment 
their institution made in governance risk and compliance tools was not worth it. There may be 
multiple reasons for not seeing the value of the tools, and those who selected should investigate 
opportunities for improving users’ experience. Questions the team should ask include whether 
or not finding the value is a fault of the tool (if yes, is there an opportunity to communicate tool 
expectations to the vendors) or is such a response an outcome of users’ ability to navigate the tool 
effectively (if yes, can additional training be provided to those who utilize the tool).   
 
We wrapped the survey with questions for the participants to determine the maturity level of their risk 
program, based on the examples below. The answers for maturity levels varied based on the asset 
size of the responding institution. Overall, they were at the following levels: 9%, 46%, and 46%. 
• Maturity Level 1-3: Risk Assessments are conducted for some of the institution’s programs 

(BSA/AML, Info Sec, ID Theft). Assessments do not use a consistent methodology. Assessments 
are conducted annually.

• Maturity Level 4-7: Risk Assessments are conducted for programs (BSA/AML, Info Sec, ID 
Theft) using a consistent methodology. Risk Assessments are updated on an ongoing basis and 
are leveraged/considered in business decisions.
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• Maturity Level 8-10: All elements of 4-7 include identification of risk appetite and ongoing 
monitoring of residual risk related to risk categories. Risk assessment content is linked to 
applicable strategic objectives promoting an understanding of risk changes and their impact on 
the institution’s goals and objectives.

Conclusions
An organization’s culture and conduct define the way employees behave within the organization.  
Organizational culture sets the context for everything an organization does. Since an institution’s 
maturity levels, strategy, and leadership styles vary significantly, there is not a one-size-fits-all 
culture template that would meet the needs of all organizations. Good communication is very 
important as it takes a lot of effort to align cultural priorities of the organization with employees on 
all levels. It is even more challenging to those institutions that are working through mergers and 
acquisitions, as the organizational culture that has worked well may develop into a dysfunctional 
culture after the merger.

The following pages provide the detailed responses and examples of the range of practices 
institutions employ regarding culture and conduct. Due to the sufficient number of responses 
received we were able to present the analysis by asset size, which should provide added value for 
institutions to benchmark their practices. We encourage institutions to pay more attention to data 
on particular questions and determine steps they can take to improve their practices. 

As we reviewed the results, we saw many positive trends. However, there were definitely areas for 
improvement. 

Thank you again to the members of RMA’s Culture and Conduct Roundtable as well as other 
institutions who contributed to and completed the 2021 Culture and Conduct Survey. We really 
appreciate your participation in this study and look forward to your continued support.

The members of the RMA Culture and Conduct Roundtable continue to share their practices by 
meeting bi-annually.  Those sessions provide an exceptional opportunity for RMA members to meet 
with other senior executives and directors who focus frameworks and metrics for managing culture, 
conduct violations, conduct risk, technology and tools, and reputation risk.

We invite you to join our RMA podcast and continue the discussion on the current state of culture 
and conduct in financial institutions.

Thank you to Ncontracts for partnering with RMA on this project. 

https://www.rmahq.org/podcasts/2022/rma-ncontracts-culture-and-conduct-survey-high-level-findings/?gmssopc=1
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