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This report looks at the following areas:

» Usage of online and mobile banking

- Drivers for not using digital banking

- Attitudes toward digital banking

« Most valuable features in digital banking

The pandemic has accelerated the adoption and acceptance of digital
banking, as lockdowns forced many consumers, especially older ones, to try out
these channels in light of branch closures. While digital banking adoption
surged, there is still a significant number of non-users. This was most obvious
with mobile banking, which 20% of consumers cite having never used. The
biggest motivators behind not adopting digital banking as a whole were
mainly rooted in security concerns, as well as simple preference for traditional
channels such as physical branches. It highlights how, despite the pronounced
digitization of banking services, in-person interaction will remain key moving
forward, as people desire respite from consfant online usage since the onset of
the pandemic.

Despite more consumers choosing to bank on a computer rather than o mobile
device, rising smartphone ownership and usage compared to that of PCs could
filt the balance toward mobile banking in the future. Fls still have inroads to
make fo increase confidence with mobile banking, however, as they need to
keep communicating about the safety of using such platforms, stressing
advanced security measures such as biometric authentication, along with the
convenience factor.

reports.mintel.com

“With rising smartphone
usage, Fls continuing to
enhance functionality of
mobile services and
leveraging innovative
technology like biometrics will
be key to furthering adoption
and tilting the balance
toward more app-based
banking in the future.”

— Amr Hamdi, Finance
Analyst

Buy this report now

Visit store.mintel.com

EMEA  +44 (0) 20 7606 4533

Brazil 0800 095 2094

Americas +1(312) 943 5250

China  +86 (21) 6032 7300

APAC +61(0) 2 8284 8100

© 2022 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.



/reports.mintel.com//display/store/1101777/

Digital Banking - US - 2022

Report Price: £3695 | $4995 | €4400

The above prices are correct at the time of publication, but are subject to change due to currency fluctuations.

Table of Contents

OVERVIEW

What you need to know
This Report looks at the following areas
Market context

EXECUTIVE SUMMARY

Top takeaways

Older generations are much more likely to use online
banking but not mobile banking

Figure 1. Use of online and mobile banking, by generation,
2022

Security concerns, preference for other channels the top
reasons for not adopting digital banking

Figure 2: Reasons for not using mobile and online banking,
2022

A third of consumers would use digital banking more often if
incentivized

Figure 3: Drivers to adopting digital banking, 2022

Market overview

Figure 4: Category outlook, 2022-27

Opportunities and challenges

Striking the balance between digital and in-person banking
Figure 5: Capital One Café, 2022

Security remains a barrier to digital banking adoption
Figure 6: PayPal security email, 2022

Key consumer insights

61 percent of consumers are satisfied with their bank'’s
digital banking solutions

Figure 7: Attitudes toward digital banking, 2022

27 percent think digital banking can never replace face-to-
face interaction

Figure 8: Attitudes toward digital vs in-person banking, by
generation, 2022

MARKET FACTORS

Majority of banked consumers use digital banking
frequently

Figure 9: Use of online and mobile banking, 2022
...which corresponds with rising smartphone and PC
ownership

Figure 10: Technology ownership, 2019 and 2021
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Usage of PCs for financial management remained constant,
but accelerated on smartphones

Figure 11: Bank of America digital banking email, 2020

Figure 12: Activities conducted on tablet, laptop or desktop,
2019 and 2021

: Figure 13: Activities conducted on smartphones, 2019 and
2021

COMPETITIVE STRATEGIES AND MARKET OPPORTUNITIES

TD Bank illustrates the convenience of using biometric
authentication
Figure 14: TD Bank biometrics email, 2021

Bank of America helps customers fight fraud with its security

meter

Figure 15: Bank of America security meter email, 2021
PNC highlighted its money management tools in their
mobile app

Figure 16: PNC money management fools email, 2021
Chime used paid Facebook to emphasize the financial
health benefits of banking with them

Figure 17: Chime SpotMe paid Facebook ad, 2021
Enhance digital engagement with rewards and incentives
Figure 18: Coinbase Earn email, 2022

Figure 19: Personal finance gamification example, 2022
The potential of a bundling model in banking

Figure 20: Switching Fls due to mobile banking fees, by
generation, 2022

Figure 21: Monzo Premium, 2022

THE DIGITAL BANKING CONSUMER - FAST FACTS
INTEREST IN AND BARRIERS TO ADOPTING DIGITAL BANKING

Only a minority of non-adopters interested in using digital
banking

Figure 22: Interest in using mobile or online banking, 2022
Security and preference for other channels are the main
reasons for non-adoption of digital banking

Figure 23: Reasons for not using mobile and online banking,
2022

Figure 24: Reasons for not using mobile banking, by age,
2022
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VALUABLE FEATURES IN DIGITAL BANKING

» Convenient features such as bill pay and mobile check
deposit are most sought after in a digital banking
experience
Figure 25: Valuable digital banking features, 2022

» Personal finance management tools most valuable to
younger generations
Figure 26: Valuable digital banking features, by generation,
2022

ATTITUDES TOWARD DIGITAL BANKING

+ Lower-income households are the least satisfied with their

bank’s digital banking solutions

Figure 27: Attitudes tfoward digital banking, by income, 2022

- Biometrics can help quell security concerns around mobile

banking

Figure 28: Attitudes toward biometric identification tools, by

age, 2022

PREFERRED CHANNELS FOR OPENING NEW ACCOUNTS

= Online banking is the preferred channel for opening a new

card or deposit account

Figure 29: Preferred channel for opening a financial account,

2022
» Physical branches are much more preferred for opening
loans

Figure 30: Preferred channels for opening a loan account,
2022

APPENDIX - DATA SOURCES AND ABBREVIATIONS

* Data sources

* Consumer survey data

* Marketing creative

- Abbreviations and terms
> Abbreviations
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About Mintel

Mintel is the expert in what consumers want
and why. As the world’s leading market

intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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