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Source: Foresight Factory / DMA / Acxiom | Base: 1047 online respondents aged 18+, GB, 2017 DMA

“ I would like more 
transparency about how my 

data is collected and used

”
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Support for data-sharing in exchange for personalised benefits

“Please rank the following in terms of what makes you happy to share 

your personal information with company”

34%
26%

2015 2017

Data collected by DMA UK and Foresight Factory–Data privacy: what the consumer really thinks 2018



“A new era of banking in Europe” 

The result of an open access to data 

across financial institutions

PERSONALISATION





Functional satisfaction with banks is the top reason for staying:

62%
44%

41%

No issues with 
current bank/s

Good service Convenient / Easy

Digital transformation is shaping a whole new standard 

for financial service providers (FSPs). 

Need to understand why customers stick around 

– and why they might go. 



In financial services there is remarkable 

consumer inertia.

Inertia, not necessarily loyalty.

Customers are habitually “loyal” to their 

banks: three quarters of consumers 

revealed that they had not switched 

provider for at least 6 years.

40% saying they have never changed 

bank. 

6y



A customer portrait



MASTERS of CONTROL

A service that updates you automatically on which saving 

accounts you can access to benefit from the best rates

(59%)

Personalised recommendations about how better 

to manage money

(55% - 16 to 34 yo)



Micro Saving Applications 

MASTERS of CONTROL

Vaults

by Revolut

MoneyboxSmartSave App by HSBC



OMNICHANNEL

A service that gives access to a dedicated personal virtual 

assistant to speak to at any time to help with the banking tasks

(53% - 16 to 34 yo)

Invitation to review personal finances one-to-one with a 

customer service representative at branches

(52% - 16 to 34 yo)





Clinc by USAAHARO and DORI by Hang Seng Bank 

Chatbots and Intelligent Assistants



REWARD ME MORE

Require rewards for their loyalty 

(61%) 

Get access to exclusive offers/discounts

for other brands & shops 

(51%) 



MasterCard Pay with Rewards
By MasterCard

REWARD ME MORE

Pays for A’s by Zions Bank





Targeting the future customer

PUT CUSTOMERS IN CONTROL AND 
REWARD THEM FOR THEIR LOYALTY

USE DATA SMARTLY, 
TRANSPARENTLY AND BUILD TRUST 

PERSONALISATION & 
CREATIVITY


