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Banking Confidence Monitor 2020
2019-Q4 to 2020-Q3

Confidence in sector

The scores for the 

confidence of Dutch citizens 

in the banking sector and 

their own banks are stable at 

3.0 and 3.3 respectively. 

There was, however, a slight 

increase in Q2 and

Q3 2020. This positive trend 

break is clearly shown in the 

figure below.  

Q3 2020Q3 2019Q3 2018Q3 2017Q3 2016Q3 2015

What affects confidence?
Two new aspects were added to the measures this year: social engagement and 

treatment of privacy.  

Service & Use

Transparency
3.6

Online services4.4
Mobile and/or online 

banking used

91% 54%

88%

57%

84%

64%
80%74% 74%80%

63%

Has had contact with 
own bank

19% 
Customer contact4.1

Has made a 
complaint

2% 
Complaint handling3.1

2016 2017 2018 2019 2020

45%

29%

15%

13%

13%

Called a bank employee

Employee in branch

Chat via website

E-mail with an employee

Personal message received

21%

22%

18%

16%

18%

19%

21%

20%

17%

17%

5%

5%

Satisfaction with how complaint was dealt with

2020

2019 Neither satisfied nor dissatisfied

Still pending

Dissatisfied or very 

dissatisfied
(   )
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Satisfied or very satisfied(   )

= confidence low or very low

= confidence high or very high

Confidence
in sector

Confidence
in own bank

Top 5

Expertise

3.8
Customer focus

3.4
Socially engaged

3.4
Privacy

3.6

Sign. decline Sign. increaseStable

Availability
Online banking
99.88% 

Mobile banking
99.82% 

iDEAL
99.90% 

3,0

3,3


