
All figures are taken from a custom research study ran between Jan 31st-April 18th 2018 in the UK among 1,335 internet users aged 16-64. Among this cohort, 936 said they had used an internet banking service in the past month.  *Alternative digital payment services are defined as third-party electronic payment 
processor (e.g. Apple Pay, Google Pay, PayPal, etc.)
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Online Banking in the UK

% who say the following is their most important device for banking online

% who most want their bank to do/provide the following

% who say the security of alternative digital payment services is 

Prefer to use online banking services

High-quality customer service

To offer a broad range of services which reflect my everyday needs (e.g. financial & non)

Innovative digital services (e.g. set budgets and monitor spending via a mobile app)

To offer a limited but valuable range of services

Customers Prefer Online Communication With Their Bank
% who would prefer to do the following when communicating with their bank

Innovation Beats Service 
for Third-Party Bankers
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Online Banking 
Happens 
On-the-Go

of Online Bankers
currently use an
alternative digital
payment service*
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Social Media is the Least Trusted for Online Banking

59%
would be comfortable in using a third-party service 
when banking online

Reasons for NOT Using Third-Party Banking Services
% who would not use a third-party provider who cite the following reasons 

49%

36%

36%

11%

73%
of UK internet users have used an 
internet banking service in the last month

1 in 5
16-24s don’t know how to 
set up internet banking 

20%
of 16-24s are aware of how to but
have not set up internet banking

Smartphone

64%

It would make my life easier

I would like to handle all of my 
financial affairs in one place

I trust this service to handle my 
personal financial information

I feel that these services are secure

I feel that these products would 
provide better customer service than my bank

I do not want my bank to share my personal 
financial information with any third-party providers

I do not trust these services to share 
my personal financial information

I do not think these services are secure

I do not feel they would provide
a good customer service
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Reasons FOR Using Third-Party Banking Services
% in each group who say they would use a third-party banking service because...

They Want Innovation
% who want innovation from their bank

They Want High Quality Services
% who want a high-quality service from their bank

Millennials Embraced
Online Banking
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84%

Prefer face-to-face advice

THE BANK-CUSTOMER RELATIONSHIP

THIRD-PARTY BANKING SERVICES

% who say they would be comfortable in accessing banking services with... 
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