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Dit sluit ook aan bij de voorkeuren van consumenten op het vlak van 
financiële-dienstverleners. Zo verkiest 84% van de gebruikers zijn eigen 
bank voor mobiele betalingen. Internetgiganten zoals Google en Apple 
moeten het stellen met 5%, en betalingssystemen van sociale media spelers 
met 4%.8
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Banks in the driving seat Customers at the centre

European banks are major investors in IT infrastructure 
and services, pouring billions of euros every year into 
innovation, research, as well as maintenance.

Research among banks conducted in 2015 by Celent 
shows that European banks in 2018 expect to invest 
some €62 billion in IT.

€62.000.000.000

Anticipating disruption
Bankers have been 
expecting major changes in 
customer channels

This survey among bankers by 
PWC estimates the approximate 
percentage change of the activities 
on various customer channels in 
2013 and 2016:

64Mobile

37Online

-13Phone

-25Branch

56Social

“New technology is changing 
the face of financial services. 
It will be an important 
driver of the integration  
of capital markets.”
Jonathan Hill  
European Commissioner 
for Financial Stability and 
Capital Markets Union 
 

Some 214 million people in Europe will use mobile banking 
services by 2018 according to Forrester Research. 

Approximately 185 million Europeans expect to use a mobile 
payment app instead of cash in 2016. The value of mobile 
payments worldwide is set to exceed €207 billion in 2015, 
according to an Ipsos survey conducted on behalf of a bank. 

214.000.000 

Customers trust 
banks with their data
Banks are the type of 
company most trusted 
to securely manage 
customer data, 
according to a study 
by Accenture:

Banks and financial institutions

Payments provider

Mobile phone network provider

Online retailer

Consumer technology company

Internet provider

Social media provider

“Helping customers 
understand their 

money... will instill 
a level of control 
and confidence.”

Benjamin Ensor  
Forrester Research

Banks embrace the 
FinTech opportunity

European banks lead 
the engagement with 
FinTech companies, 
according to analysis 
by blogger Avinash 
Swamy, as reported by 
thefinanser.co.uk.:

Rich 
spectrum of 
products and 
services

Lean 
channel and 
organisation

Streamlined 
governance, 
agile culture

Integrated  
IT systems

Enhanced 
revenue 
model

Fair price 
transparency, 
comparability

Immediate, 
high-quality 
interaction

Efficient  
& effective 
operating 

model

New 
customer 
experience

Fast and 
secure 
processing

Benefits for both

Set up ventures 
funds to 
fund FinTech 
companies

20%

Acquired FinTech 
companies

Startup programmes 
to incubate FinTech 
companies

Partnering with 
FinTech companies

Launched 
own FinTech 

subsidiaries

10%

43%

20%

7%

Preference for mobile 
payments

Most respondents in 
a 2015 ING survey 
said they prefer their 
own bank over other 
online services when 
conducting mobile 
payments:

84%My bank

2%Other  
banks

5%Named groups  
(e.g.Google, Apple)

4%
Social Media 

(e.g.Facebook,Twitter)

5%Other suppliers

8  ING International Survey on Mobile Banking 2015, http://www.ezonomics.com/ing_international_ 
surveys/mobile_banking_2015.


