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Confidentiality 
Our clients’ industries are extremely competitive. The confidentiality of companies’ plans and data is obviously critical. ICG will protect the confidentiality of 
all such client information. Similarly, management consulting is a competitive business. We view our approaches and insights as proprietary and therefore 
look to our clients to protect ICG’s interests in our proposals, presentations, methodologies and analytical techniques. Under no circumstances should this 
material be shared with any third party without the explicit written permission of ICG. 

 
Disclaimer 
ICG has made good faith efforts to ensure that this material is a high-quality publication. However, ICG does not warrant completeness or accuracy, and 
does not warrant that use of the material ICG’s provisioning service will be uninterrupted or error-free, or that the results obtained will be useful or will 
satisfy the user's requirements. ICG does not endorse the reputations or opinions of any third party source represented in this material. 
 
Every effort has been made to ensure information in this case study is as accurate as possible. If anyone is able to improve it in any way please contact 
the Author of this CCS (Giorgio Baracchi) and provide your suggestions : giorgio.baracchi@internalconsulting.com 

 
Copyright Notice 
While third party materials have been referenced and analysed in this material, the content represents the original work of ICG's personnel. This work is 
subject to copyright. ICG is the legal copyright holder. No person may reproduce this material without the explicit written permission of ICG. Use of the 
copyright material in any other form, and in any medium whatsoever, requires the prior agreement in writing of the copyright holder. The user is allowed 
‘fair use’ of  

 
Certification 
ICG works for many clients around the world. ICG certifies that its review of this Case Study confirms that it contains only material that has been sourced 
through public sources and mystery shopping. The author(s) have similarly certified to ICG that this is the case. If anyone can identify any information that 
is in this CCS, that does not satisfy this test, please contact ICG immediately.  



CCS 008 – ROYAL BANK OF CANADA COMMERCIAL IN CONFIDENCE   |   © Internal Consulting Group 2016 

Table of Content 

3 

Section Component Description 

1 Overview •  Tied Mortgage Distribution - What is it? 
•  Royal Bank Of Canada 

2 Context •  Tied Mortgage Distribution at Royal Bank of Canada 
•  Customer experience with Mortgages professionals 

3 Relevant Media and Marketing 
Collateral 

•  How to apply to become a RBC mortgage specialist 
•  Media coverage and relevant quotes 
•  Marketing Campaigns and Collaterals 

4 Appendix •  Other ICG source of insights 



CCS 008 – ROYAL BANK OF CANADA COMMERCIAL IN CONFIDENCE   |   © Internal Consulting Group 2016 

Tied Mortgage Distribution definition 

Tied: Tied agents are advisors 
who are contractually or through 
other incentives permanently 
linked to one specific financial 
institution. As they only sell one 
company’s mortgages – rather 
than advising independently on all 
products available in the market – 
they can also be viewed as a 
direct channel for the lender. The 
Spanish mortgage market provides 
an ‘extreme’ example of this 
classification issue: in Spain, many 
tied agents are operating under a 
branch franchise model of the 
large Spanish banks but are 
classified as ‘indirect’ under our 
classification 
 
Independent: Independent agents 
offer advice on mortgages of a 
number of different institutions 

Source: Oliver Wyman 2015 

Tied Mortgage Distribution is Indirect distribution in which tied agents are advisors who are contractually or through other incentives 
permanently linked to one specific financial institution 
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Royal Bank of Canada in numbers 

Source: RBC Annual Report, 2015 
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Types of mortgage services offered by RBC 
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Online is the major source of information for fist time home buyers… 

Source: First time home buyer survey 2015, CHMC 
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Source: First time home buyer survey 2015, CHMC 

..but more than half of first time buyers used a broker in 2015 
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Job advertisement (1/3) 
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Job advertisement (2/3) 
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Job advertisement (3/3) 
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Jobs are advertised on Indeed and other career sites such as canadajobs.com 
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Applications can be completed by building a new profile or through 
Linkedin 
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Keywords to be used from RBC website to identify tied mortgage 
distribution jobs 
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Starting screen 
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Registration page 
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Specification of the type of job of interest 
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Application screen (1/4) 
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Application screen (2/4) 
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Application screen (3/4): specification of source of the opportunity 
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Application screen (4/4) 
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CCS – Certified Case Study 

Best publically available information 
supplemented where possible with 
mystery shopping 

KEY 

CUSTOM / BESPOKE 

LIR – Local Industry Radar 

Local comprehensive and expert 
analysis of a chosen industry 
sector 

GENERAL  SPECIFIC 

ERT – Expert Round Table 

Focused collation of expert insights 
and opinions on a subject matter of 
interest. Can be convened with local 
and or global experts. 

BAF® – Best Affiliate Forward  

Fit for purpose professionals to 
assist with customer and 
confidential research, analysis and 
insight generation often augmented 
with industry leading methods 

General Buying Pattern 

ICG IP Publications span general needs (through public and syndicated reports) 
and specific needs (through case studies) to custom needs optimising your spend 

TIR – The Insights Review 

Reviews of published insights 
from the word’s leading branded 
management consulting firms 

KAR – Knowledge Area Review 

Synthesised and structured 
publically available knowledge 
from across the global on your 
chosen topic.  

GIR – Global Industry Radar 

Global scan of relevant market 
evolution, trends, and important 
innovations and impactful case 
studies 

ICG  Publications (IP) 
World best professional know-
how distilled as data, 
information, insights, case 
studies, benchmarks and 
frameworks 

CMT – Capability Maturity 
Trajectory 

Map of the current state of applied 
management science in all aspects 
of business operations 
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