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This report looks at the following areas:

- Consumers are open to help with their financial lives “As innovation advances,

- Bank employees are trusted by young and old concerns around security
= Online, Branch ATM and bank mobile apps are perceived as most

. persist. Although these
convenient/easy to use

concerns will not hinder the
pace of innovation, this might
slow adoption levels of new
features among older
consumers.”

- Sanjay Sharma, Senior

Financial Services Analyst
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= Security is a key area of focus for Canadian banks
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. Powerpoint Presentation
* Silvernest

* Ready, Set, Bank digital tutorials Interactive Databook
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Figure &: Tangerine partners with Cineplex for Tangerine
Tuesdays, December 2019

Simplii looks o smooth foreign currency exchanges
Figure 9: Order your Pesos like you order food - right from
your phone, October 2019

Mogo Ups Financial Wellness

Figure 10: MOGO Financial health email campaign,
December 2019

Mobile app innovations

CIBC in-app card replacement

Figure 11: Replace Your Lost or Stolen Credit Card, October
2019

BMO mobile banking on iOS gets QuickPay feature
PayMi, a relatively new payments app, partners with CIBC
Email campaigns aimed at driving mobile app usage

Security messaging becomes more prominent

THE CONSUMER - WHAT YOU NEED TO KNOW

Consumers are open to help with their financial lives
Online, Branch ATM and bank mobile apps are perceived
as most convenient/easy to use

Maijority interested in a fraud protection service

Bank employees are trusted by young and old

Consumers expect ease and simplicity

NEW BANKING FEATURES

Consumers are open to help with their financial lives

Figure 12: Interest in banking features, November 2019
Women more interested in saving/spending and less in
investing recommendations

Figure 13: Interest in banking features (select), men vs women
November 2019

Younger Canadians keener on banking features

/

Figure 14: Interest in banking features (select), 18-44s vs
over-45s, November 2019

Higher income earners are more open to digital help
Figure 15: Interest in banking features (select), by household
income of over and under S70K, November 2019

Figure 16: Interest in banking features (select), Asian
Canadians vs overall, November 2019

TURF Analysis for preferred banking advancements

Figure 17: TURF analysis — interest in banking advancements,
November 2019
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PERCEPTIONS OF BANKING CHANNELS

= Online, Branch ATM and bank mobile apps are perceived
as most convenient/easy to use
Figure 18: Features associated with convenience and ease of
use, November 2019

» Older customers find online banking more convenient than
apps
Figure 19: Features associated with convenience and ease of
use (select), 18-44 vs over-45s, November 2019

* Branches drive safety and trust perceptions
Figure 20: Features associated with safe and trusted,
November 2019

« Age differences mainly around trust/safety perceptions of
branch, online, ATM and app banking
Figure 21: Features associated with trust and safety (select),
18-44 vs over-45s, November 2019

* Online banking and branch ATMs are deemed most
“personally suitable”
Figure 22: Features associated with “for someone like me”,
November 2019

+ Personal suitability is strongly age dependent
Figure 23: Features associated with “for someone like me”
(select), 18-44 vs over-45s, November 2019

FINANCIAL SERVICES TRENDS

* Majority interested in a fraud protection service
Figure 24: Interest in financial services trends, November 2019
* Older more interested in fraud protection
Figure 25: Interest in financial services trends, 18-44s vs
over-45s, November 2019
« Around a third are interested in “banking on the go”
« Open Banking will result in closer price competition....
» ...but the dominance of the big five is not under threat
+ Canadians banks partnering with Fintech companies
« Around three in 10 younger consumers interested in a micro-

investing app

ATTITUDES TOWARDS INNOVATIONS

- Bank employees are trusted by young and old
Figure 26: Attitudes towards role of humans in Banking,
November 2019

* Non-English speakers expect branch service in their own
language

« Using branches to forge relationships with New Canadians
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« Banks assuaging security concerns as innovation advances
Figure 27: Attitudes about Innovations in banking, November
2019

« Apple and Google are less trusted compared to banks

> Mobile apps are a key banking innovation
Figure 28: Atftitudes about Innovations in banking (% any
agree) 18-44s vs over-45s, November 2019

* Half of consumers willing to compromise on privacy

* Parents with young children are keener on innovation and
apps
Figure 29: Select aftitudes about Innovations in banking (%

any agree), parents vs non-parents, November 2019

SIMPLICITY VS INNOVATION

« Consumers expect ease and simplicity
Figure 30: Attitudes towards banking ease, November 2019

*  Will access to credit improve with Fintech?
Figure 31: Select aftitudes towards banking ease (% any
agree), 18-44s vs over-45s, November 2019

» Younger Canadians expect both ease and innovation: is this
a contradiction?
Figure 32: Interest in banking innovations, 18-44s vs over-45s
and overall, November 2019
Figure 33: Interest in banking innovations (select), by gender,
November 2019

APPENDIX — DATA SOURCES AND ABBREVIATIONS

* Data sources
« Consumer survey data
« Consumer qualitative research

- Abbreviations and terms
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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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