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Topline results of the CBA’s
survey of 4,000 Canadians

Convenience through modern technology

90%

Canadians who believe new
technologies have made banking
a lot more convenient

86%
Customers who think that banks have
improved their service through technology

78%

Bank customers who use digital channels
to conduct most of their transactions
(49% online and 29% app-based)

Canadians who intend to keep the digital banking
habits developed during the past two years

Learn more at: cba.ca/technology-and-banking




Mobile app-based banking continues to rise,
closing the gap with online banking

65%

Used mobile banking in the
last year (up from 56% in
2018 and 44% in 2016)

37%

Increased their use of mobile
banking in the last few years, led
by consumers under 30 (59%)

80% 5X

Satisfied with mobile banking
(up from 73% in 2018)

High levels of trust in banking innovation
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Trust their bank to offer secure digital banking services
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Members of Gen Z are five times more reliant on
mobile banking technology than Canadians aged 65+

33%

Percentage of financial transactions
done with a mobile device (expected
to rise to 37% in five years)
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h Trust their bank to protect personal information

Digital currencies: interest is growing, but consumers are wary
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Learn more at: cba.ca/technology-and-banking

36%

Expect to be using an alternative
currency in five years

56%

Would consider using a
private cryptocurrency, led
by younger people

64%

Canadians who say convenience
is the main reason they use, or
would use, a cryptocurrency



