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Background
Adams Community Bank is a $470 million 
bank located in the small and scenic town 
of Adams, Massachusetts.  Several years 
ago, the bank realized that it needed to 
serve its account holders better, deepen 
relationships with them, and become 
more profitable.

Charlie O’Brien, President & CEO, 
stated, “We knew that we had to change 
our culture in order to accomplish 
our goals. We were one of the smaller 
banks in our area and wanted to find a 
way to differentiate ourselves from the 
competition. That’s when we found 
Roxanne Emmerich and The Emmerich 
Group. The implementation of her 
program has significantly improved  
the bank’s culture and our profits.”

“Roxanne told us that we needed to find 
out who our most profitable account 
holders are, and then develop deeper 
relationships with them by selling them 
what they need.  We knew that this 
was not going to be easy to do, so we 
decided to look for a profitability software 
company that could help us do this.  
Fortunately, COCC, our core provider, 
introduced us to Profit Resources.”

The How, Who and What of 
Profitable Customers
Profit Resources is a profitability software 
and profitability consulting company 
based in Lakeland, Florida. “We love banks 
like Adams Community because we have 
served this segment of the banking industry 
and understand their needs,” states John. J. 
Coffey, Chairman & CEO. “While Roxanne 
and her team focuses on the ‘how’—how 
to build deeper relationships with your 
account holders, and how to get premium 
pricing, we help banks understand the 
‘who’ and the ‘what’—who are your most 

profitable account holders, and what are 
your most profitable products.

“Banks need a profitability system that is 
easy-to-use, reliable, and cost effective.  
They also need someone to setup and 
maintain the system for them.  We believe 
that ProfitMagnifier, our profitability 
software, is a better 
mousetrap because it 
integrates all of these 
features and benefits 
at a lower price point 
than we have seen in 
the market,” said Gene 
Palm, President & COO.

Calculating Your 
Profit
ProfitMagnifier uses 
a wide assortment of 
data to calculate the 
profitability of the bank’s account holders 
and products. Each month, the bank sends 
Profit Resources data from its general 
ledger as well as account and transaction 
data from its core system. The net interest 
income is calculated using rates from 
the FHLB Advance Rate curve, and a 
variety of rules are used to determine the 
funding rate for a loan account and the 
earnings rate for a deposit account. The 
non-interest income for each account is 
calculated using weighting factors as well 
as Year-To-Date NSF transactions and 
Year-To-Date late loan fee transactions.  
The non-interest expense for each 
account is calculated using weighting 
factors as well as the direct non-interest 
expenses from each cost center. This 
was particularly important for Andre 
Charbonneau, Treasurer / CFO.  “Using 
the direct costs from each cost center 
and assigning these costs to our products 
greatly enhances the quality of the expense 
data.” The provision expense is calculated 

using weight factors as well as the loan risk 
rate of each loan account.  The resulting 
account-level profitability is then balanced 
back to the annualized pre-tax profit of the 
bank each month.

The “CEO Heart Attack” Graph
This is not just an academic exercise.  
This affects how the bank manages its 
most profitable account holders—and 
there are not many of them. Only 20% of  
the account holders at the bank generate 
any level of profit.  The other 80% of 
the account holders are a drain on the 
bank’s finances.  In fact, the top 10% most 
profitable account holders have generated 
a whopping 436% of the bank’s total 
profit and the top 100 most profitable 
account holders have generated 130% of 
the bank’s total profit!

Mining The Profit Data
This concentration of profit into so few 
account holders is not taken lightly by 
the bank. “ProfitMagnifier helps us gain 
a much deeper understanding of who 
our most profitable account holders are 
and what their demographic profiles 
look like. We have developed strategies 
to retain and grow our relationships 

Account Holder Overview



T h e  U n p r e c e d e n t e d  G u i d e  t o  H i g h - P e r f o r m a n c e  B a n k i n g
Reprinted from Extraordinary Banker Magazine

The Emmerich Group, Inc.® 6625 West 78th Street, Suite 200, Bloomington, MN 55439 USA  |  Phone: 952-737-6730  |  Fax: 952-893-0502  |  www. EmmerichFinancial.com
© MMXVI The Emmerich Group, Inc. All rights reserved, including translation. No reproduction or duplication, whole or in part, in any form or by any means without written permission from The Emmerich Group, Inc.

with these top account holders and 
to find more prospects with similar 
demographic profiles.  

We have also developed strategies for 
other segments of our account holder 
base that are a ‘win’ for both the bank and 
the account holder. Once we shared this 
targeted knowledge with our staff, they 
were able to more effectively cross sell other 
products. Using ProfitMagnifier we were 
thrilled to find out that our top 1% most 
profitable households added more than  
$5 million in new deposits and $12 million 
in new loans resulting in over $357,000 
in incremental profit to the bank last year. 
ProfitMagnifier adds significant strategic 
value to what we are trying to accomplish 
culturally at our bank,” said O’Brien.

Charbonneau also stated that, “We are a 
‘true community bank’ in every sense of 
the word. Our main competitors are the 
‘big banks’ in our area and they recently 
began paying interest on their commercial 
checking accounts. Rather than following 

suit, we first wanted to see if this would be 
a profitable strategy for our bank.

We used ProfitMagnifier to conduct a 
what-if analysis of an interest-bearing 
commercial checking account, and to our 
surprise, we discovered that this product 
would be very profitable for us to sell.  As a 
result, we have launched our new interest-
bearing ‘Commercial Solution Checking’ 
account. This new checking account has 
been a great success, and we have added 
$9 million in profitable deposits since we 
have launched it. ProfitMagnifier has been 
a game changer for us!”

O’Brien is upbeat about the future of the 
bank. “We believe that 2016 will be our 
best year ever.  We have completed two 
bank mergers in the last four years, have 
more than doubled our account holder 
base, and are poised for further organic 
growth. Our joint partnership with  
The Emmerich Group and Profit 
Resources has significantly contributed 
to our success!”

About The Authors

Charlie O’Brien is President & CEO of Adams 
Community Bank. O’Brien has served as 
President & CEO of Adams Community Bank 
since 2002. 

Andre Charbonneau is Treasurer & CFO  
of Adams Community Bank. Charbonneau 
is responsible for the financial leadership 
of the institution.

John J. Coffey is Chairman & CEO of Profit 
Resources. With a background in enterprise 
risk management, cost accounting, financial 
accounting, database marketing, and data 
processing, John has developed state-of-
the-art profitability software for the financial 
services industry.

Gene Palm is President & COO of Profit 
Resources. With a background in marketing, 
database marketing, and finance, Gene has 
developed easy-to-use marketing software 
for the financial services industry.

You can learn more about Profit Resources 
on the web at www.profitres.com.


