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"While the total number of banks and credit unions has
been declining, the number of accounts, credit union

memberships, and overall deposits continues to steadily
rise. The majority of consumers are satisfied with their

banking institutions, and while the future of banking will
be a primarily digital experience, most individuals

continue to interact with their banks in-person as well."
- Chris Shadle, Financial Services Analyst

This report looks at the following areas:

• Consumers are evenly split on necessity of in-branch banking
• Increasing fees and poor customer service are primary reasons to switch banks
• Young people more likely to use online customer service, less likely to visit branch

While the amount of total deposits held at US banks and credit unions continues to grow, the number
of companies controlling the industry has steadily shrunk. Nonetheless, consumer satisfaction and
demand for a physical presence remains high. While consumers—especially younger generations—are
eager to utilize the latest technological advancements, trust and inertia continue to be the primary
drivers of loyalty.
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Figure 19: Financial institutions used in past year, by race and ethnicity, November 2018

Online-only banking is most popular among young and wealthy consumers
Figure 20: Financial institutions used in past year, by age and income, November 2018

Most consumers use bank debit and credit; mobile app usage rivals ATMs
Figure 21: Banking activities in past three months, November 2018

One third of consumers have used a digital payment service in the last three months
Figure 22: Banking activities in past three months, November 2018

Young people more likely to use online customer service, less likely to visit branch
Figure 23: Banking activities in past three months, November 2018

Hispanic and Black consumers less likely to visit branch
Figure 24: Banking activities in past three months, November 2018

Consumers prefer to deal with their bank via computer or in-branch
Figure 25: Preferred bank transaction channel, November 2018

Minority customers favor more tech-based experience
Figure 26: Preferred bank transaction channel, by race and ethnicity, November 2018

Phone and mail channels have low utilization across all age groups
Figure 27: Preferred bank transaction channel, by age, November 2018

Figure 28: Chase direct mail campaign, November 2016

Banks still have a lot of work to do in developing mobile apps
Figure 29: Perception of finance mobile apps, November 2018

Consumers don’t think many features are easy to use
Figure 30: Perception of finance mobile apps, November 2018

Consumers find online banking more convenient than using mobile app
Figure 31: Convenience of online versus mobile banking, by age, November 2018

Increasing fees and poor customer service are primary reasons to switch banks
Figure 32: Motivation to switch banks, November 2018

Fees are more motivating than rewards
Figure 33: Motivation to switch banks, November 2018

Over 60% of consumers say it’s a hassle to switch banks
Figure 34: Attitude toward switching banks, by age, November 2018

Brand reputation is also important
Figure 35: Motivation to switch banks, by generation, November 2018

Most consumers are satisfied with their bank, and feel they have their best interests in mind
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Figure 36: Consumer satisfaction with banks, November 2018

Consumers are evenly split on necessity of in-branch banking
Figure 37: Necessity of in-branch banking, by generation, November 2018
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Figure 38: Importance of having same-language bank employee, by race and ethnicity, November 2018
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