I & I Financial Consumer  Agence de la consommation
T Agency of Canada en matiére financiére du Canada

Survey on Banking of Canadians
Final Report

Prepared for the Financial Consumer Agency of Canada

Supplier Name: Phoenix SPI

Contract Number: 5R000-182334-001-CY
Contract Value: $202,640.58 (including HST)
Award Date: 2019-01-25

Delivery Date: 2019-07-12

Registration Number: POR 114-18

For more information on this report, please contact the Financial Consumer Agency of Canada at:
info@fcac-acfc.gc.ca

Ce rapport est aussi disponible en francais.

i+l

Canada



Survey on Banking of Canadians
Final Report

Prepared for the Financial Consumer Agency of Canada (FCAC)
Supplier name: Phoenix Strategic Perspectives Inc.
July 2019

This public opinion research report presents the results of a telephone survey of 3,007
Canadians that was conducted between February 8 and March 10, 2019. Surveys averaged
15 minutes to complete.

This publication may be reproduced for non-commercial purposes only. Prior written
permission must be obtained from FCAC. For more information on this report, please
contact FCAC at:

Financial Consumer Agency of Canada
427 Laurier Ave. West,

Ottawa ON

K1R 1B9

Catalogue Number:
FC5-62/2019E-PDF

International Standard Book Number (ISBN):
978-0-660-31828-8

Related publications (registration number: POR 114-18):
Catalogue Number FC5-62/2019F-PDF (Final Report, French)
ISBN 978-0-660-31829-5

© Her Majesty the Queen in Right of Canada, as represented by the Minister of Finance
Canada, 2019.

i+l

Canada



Survey on Banking of Canadians

Table of Contents

1. EXECUTIVE SUMMIAIY ..oiiiiiiiiiiiiiiieee ettt e e ettt e et e e sttt e e s et e e s anbb e e e e e sbn e e e e enbn e e e e nnnrneeeaas 1
P22 | 1o To 1V o3 4 o ] o SRR 4
1. Background and ODJECHVES .........ccuviiiiiie e e e e e s 4
W22 Y11 aT T (o] (oo YA PPRRR 4
3. NOLES 10 REAUE ...ttt e et e e et e e s s e e e e e snreeeeeas 5
3. Detailled FINAINGS .uvveiiiiiei e e e e e e e e e r e e e e e e s e ennneees 6
1. Banking RESPONSIDIITIES ...eeeviieiiiiiiiiiee e 6
2. Views on Dealing With their BanK.............ceviiiiiiiiiiiiiiiecce e 8
3. Communication and DISCIOSUIE .........ccoiiuiiieiiiiiie e eaeee e 9
4. Relationship with Bank EMPIOYEES...........cccuiiiiiiiie e 17
5. Fraud and FINANCIal ADUSE .........cuuiiiiiiiiee ettt 20
6. Technology and ACCESSIDIIILY ........coiiiiiieii e 23
7. Suggestions for Improving Bank Products and Services ........cccccccevvvicciiieeeeee e, 27
O O o o Tod [U =T To ] o =PRI 28
A o] o 1= o o [ R 29
1. Technical Specifications of ResearCh ........cccccevvvvvviiiiiiiiiiiiiieeeeeeeeeeeee e 29
2. SUIVEY QUESTIONNAINE .. uuuvuvuruiuruiurueurururnrnrnrnrnrnrnrnrerernrnrernrnrarnr..a...—.———.—.....n.nnnnnnnnnnnnnnnnns 31

Prepared for: Financial Consumer Agency of Canada



Figure 1:
Figure 2:
Figure 3:
Figure 4:
Figure 5:
Figure 6:
Figure 7:
Figure 8:
Figure 9:

Figure 10:
Figure 11:
Figure 12:
Figure 13:
Figure 14:
Figure 15:
Figure 16:
Figure 17:
Figure 18:
Figure 19:
Figure 20:
Figure 21:
Figure 22:

Survey on Banking of Canadians

List of Figures

BanKing RESPONSIDIILY.....cccueeiiiiieeiii et e e nne e s
Banking Proxies
Trusted Contact
Most Common Method of Banking
Most Common Method of Banking [all age segments] "
FrequeNCY Of BANKING ... ... ..ueiiie ettt ettt e ettt e e e e e abb e e e e e e e aantbee e e e eantbeeeaesann
BanKing ProdUCES [SENIOIS] ....uiieeiiiriiieeeiiiiiiee e e s ittt e e e e ettt e e e e st e e e e e s stb e et e e e sastbaeeaeesssssseeeeesssbaneaasaanes
Issues Using Banking Products...............cccvee..

Banking Products with Issues [seniors]
Preferred Method of Receiving Banking Information..............cccoveeiiiiiiiie e
Preferred Method of Receiving Banking Information [all age segments].................

Clarity of Information Received from Bank ...........ccccovviieriiiiiiieiniieeeic e

Frequency of Receiving Difficult to Understand Information [seniors] .....................

Perceptions of Bank EMPIOYEES........ccooouiiiiiiiiiiiee et

Perceptions of Bank Employees [all age segments] .........

Perceptions of Bank Employees' Skills & Knowledge
Perceptions of Bank Employees’ Skills & Knowledge [all age segments]
Financial Abuse, Fraud, or Scams [all age SegMents] .........cccceeviieeriiieniieeeniieennns .
Frequency of ONliNg BaNKING ........ccuuiiiiiiiiii e
ISSUES With ONIINE BANKING. ... eeeiiitieiiiieeiieee ettt e e e s bt e nane e e s n e e e ann e e e nenes
Health ISSUes .........ccceveeiiiiieeenn. .
BANK CIOSUES ...ttt ettt b et b e bbbt et e e san e e st e e s an e e nne e s b e e nbeenane e

Prepared for: Financial Consumer Agency of Canada



Survey on Banking of Canadians

1. Executive Summary

The Financial Consumer Agency of Canada (FCAC) is a federal government agency that
protects and educates consumers about financial products and services. In the fall of 2018,
the Minister of Finance tasked FCAC with creating a code of conduct to guide banks in their
delivery of services to Canada’s seniors.

FCAC commissioned Phoenix Strategic Perspectives (Phoenix SPI) to conduct a 15-minute
telephone survey of Canadians aged 18 and older. A total of 3,007 interviews were
completed via dual-frame (landline and cell phone) random digit dialling: 2,254 interviews
were completed with Canadians aged 55 and older,! and 753 interviews were completed
with Canadians under 55 years of age. The fieldwork was conducted from February 8 to
March 10, 2019. The sample of 2,254 Canadians aged 55 and older can be considered
accurate to within £2.1% at the 95% confidence level. The sample of 753 Canadians under
the age of 55 can be considered accurate to within £3.6% at the 95% confidence level. The
margin of error for the overall sample of 3,007 Canadians aged 18 and older is +1.8% at
the 95% confidence level.

The purpose of this research was to assess the banking experiences of seniors as well as
to identify challenges and potential solutions.

The following are key findings from the survey:

Communication and Disclosure

o Over the past 12 months, seniors (Canadians aged 55 and older) most commonly
conducted their banking in one of two ways: online or using their bank’s website
(42%), or in-person at a branch (32%). Seniors aged 75 and older were more likely
than any other age group to bank in person at a branch (54%) compared to 11% of
Canadians under 55 years of age.

e Seniors aged 75 and older were less likely to report using online banking (23%) than
younger seniors (45% of 65 to 74 year olds and 50% of 55 to 64 year olds) and non-
seniors (Canadians under 55 years of age; 45%). Seniors who do not use online
banking pointed to safety and security concerns as the primary barrier (32%).

e Almost one-third of seniors spoke with an employee at a bank branch at least
several times a month over the past 12 months. Similar proportions said they did so
once a month (27%) or once every few months (26%). Among those aged 75 and
older, more than two-thirds (68%) have conducted their banking in person at a
branch by speaking with a bank employee at least once a month over the past 12
months.

e Over the past 12 months, fewer than one in 10 seniors experienced issues when
using their banking products or services. Issues most commonly faced by seniors
were a mistake or error on the bank’s part (24%) and issues with security or fraud
(20%).

1In Canada, the term “seniors” is generally ambiguous, with some definitions identifying seniors as individuals
aged 55 and older, while others define seniors as those aged 65 and older. For the purposes of this research,
seniors are defined as Canadians aged 55 and older in order to identify the unique banking experiences and
challenges of older Canadians and to ensure the code of conduct remains relevant for older Canadians in the
future.
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e Seniors prefer more traditional methods of receiving information about their banking
products and services, such as by regular mail (37% compared to 18% of non-
seniors) and in person at a branch (25% compared to 12% of non-seniors). Whereas
non-seniors were more likely to prefer to receive this information digitally through
email or text message (37% compared to 17% of seniors) or via an online bank
account or website (29% compared to 18% of seniors). Canadians aged 75 and
older were more likely than any other age group to prefer to receive information
about banking products and services in person at a branch.

e Relatively few seniors (12%) reported that the information provided by their bank
over the past 12 months was difficult to understand. Seniors were no more likely
than non-seniors to report difficulties in understanding.

Relationship with Banks

e Seniors reported a positive relationship with their bank. In general, seniors indicated
that bank employees:

Treat them with respect (93%);

Make an effort to understand their needs (82%);

Ensure they understand their banking products and services (81%); and
Know how to address their banking needs (79%).

O O O O

e Seniors aged 75 and older were more likely than any other age group to indicate
that they rely on the advice of their bank when making decisions about their banking
products and services (64%).

Fraud and Financial Abuse

¢ Canadian seniors were more likely than non-seniors to agree that bank employees
have the knowledge and skills to help them identify signs of financial abuse, fraud,
or scams (68% and 62%, respectively). However, seniors were less likely to report
that their bank provided them information about how to protect themselves from
financial abuse, fraud or scams (57% and 64%, respectively).

e Seniors suggest banks might use consumer alerts (16%) or directly contact
consumers if the bank identifies questionable transactions in their accounts (11%)
to protect Canadians from financial abuse, fraud or scams.

Technology and Accessibility

e Fourin 10 Canadian seniors (39%) bank online at least once a week. Almost three-
guarters of seniors who bank online reported they have not encountered issues with
their online banking over the past 12 months.

o Seniors aged 75 and older are less likely to use online banking than are
those in any other age group.

o The primary barriers to online banking for seniors who do not bank online
are safety or security concerns (32%), a preference for in-person or
telebanking (20%), and not using the internet (20%).

e A small portion of (5%) seniors reported they had health issues that made it difficult
for them to access products or services from their banks. Among those seniors who
reported health issues, mobility issues (53%) were the most commonly cited.
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e Within the past five years, 13% of seniors were affected by the closure of a local
bank branch (compared to 10% of non-seniors). However, of these seniors, 39%
were affected “a lot” because there are few or no other branches or banks nearby
that they can get to easily.

The contract value was $202,640.58 (including HST).

| hereby certify as a Senior Officer of Phoenix Strategic Perspectives that the deliverables fully
comply with the Government of Canada political neutrality requirements outlined in the Policy on
Communications and Federal Identity of the Government of Canada and Procedures for Planning
and Contracting Public Opinion Research. Specifically, the deliverables do not contain any reference
to electoral voting intentions, political party preferences, standings with the electorate, or ratings of
the performance of a political party or its leader.

OmJombls-

Alethea Woods
President
Phoenix SPI
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2. Introduction

The Financial Consumer Agency of Canada (FCAC) commissioned Phoenix Strategic
Perspectives Inc. (Phoenix SPI) to conduct public opinion research (POR) on the use of
banking products and services by Canadians.

1. Background and Objectives

FCAC is a federal government agency that protects and educates consumers about
financial products and services. In November 2018, it was announced that FCAC was going
to engage with banks and seniors’ groups to create a code of conduct to guide banks on
how they can best deliver their services to meet the needs of Canada’s seniors.

FCAC commissioned POR and inform the development the code of conduct. While much
research has been done on the issues older Canadians face with financial services,
important gaps remain. The purpose of this research was to assess the banking
experiences of seniors as well as to identify challenges and potential solutions.

2. Methodology

A nationally representative telephone survey of Canadians aged 18 or older was used for
this research. All respondents were required to hold an account with a bank at the time of
the interview. A total of 3,007 interviews were completed via dual-frame (landline and cell
phone) random digit dialling—specifically, 2,254 interviews were completed with Canadians
aged 55 and older, and 753 interviews were completed with Canadians under 55 years of
age. The fieldwork was conducted February 8 to March 10, 2019.

The sample of Canadians aged 55 and older included an oversample of Canadians aged
75 and older.?2 Canadians under 55 were sampled in proportion to the population. The
sample of 2,254 Canadians aged 55 and older can be considered accurate to within £2.1%
at the 95% confidence level. The sample of 753 Canadians under the age of 55 can be
considered accurate to within £3.6% at the 95% confidence level. The overall sample of
3,007 Canadians aged 18 and older can be considered accurate to within £1.8% at the 95%
confidence level.

Survey data have been weighted by region, age and gender to ensure results that are
representative of the Canadian population. Population figures from Statistics Canada (2016
Census) were used to construct the weights for the survey. The results of this research can
be considered representative of the populations of Canadians aged 55 and older,
Canadians under the age of 55, and the general population of Canadians aged 18 and
older.

More information on the methodology can be found in the Appendix of this report: Technical
Specifications of Research.

2 sampling in proportion to the population would have yielded the following number of completed interviews by
age group: 55-64 (n=1,100), 65-74 (n=700), and 75+ (n=450). Instead, interviews were completed as follows:
55-64 (n=850), 65-74 (n=701), and 75+ (n=703). An oversample of Canadians aged 75 and older was required
to ensure an adequate sample size for statistical comparisons.
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3. Notes to Reader

¢ The main findings presented in the detailed results are those pertaining to Canadians
aged 55 and older. Throughout this report, these survey respondents are often referred
to as “seniors” or Canadians aged 55 and older. The results for the sample of Canadians
under 55 years of age are compared to the findings from the sample of seniors, where
relevant. These respondents are often referred to as “non-seniors” or Canadians under
the age of 55.

e Allresults in the report are expressed as a percentage, unless otherwise noted.

e Throughout the report, percentages may not always add to 100 due to rounding and/or
multiple responses being offered by respondents.

¢ Unless otherwise noted, the response options, “don’t know” and “not applicable”, have
been removed from the frequencies presented in the graphs.

e The survey questionnaire is appended to the report.
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3. Detailed Findings

1. Banking Responsibilities
The majority of respondents are responsible for their own banking

Most seniors in Canada (70%) are responsible for conducting the majority of their banking.
Seniors were less likely than non-seniors (75%) to be solely responsible for their banking
and were more likely to share this responsibility equally with someone else, such as a family
member or friend (22% versus 18%, respectively). Relatively few seniors (7%) have
delegated all of their banking responsibility (Figure 1).

Figure 1: Banking Responsibility

Who does the majority of your banking?

Non-seniors (n=753) Seniors (n=2,254)

B You mYoushare responsibility ®Someone else ®You W Youshare responsibility ®Someone else

Introl. To start, who does the majority of your banking?
Base: all respondents [Refusal=<1%]

One in five Canadian seniors acts as a proxy with regards to banking

One in five Canadian seniors acts on behalf of someone else with regards to banking
(Figure 2). Seniors were no more likely than non-seniors to indicate they act on behalf of
someone else. However, Canadians aged 45 to 54 were more likely than most other age
groups to indicate they act on behalf of someone else (28% compared to a low of 11% of
18 to 24 year olds and high of 20% of 65 to 74 year olds).
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Figure 2: Banking Proxies
Do you currently act on behalf of someone else with regards to banking?

Non-seniors (n=753) Seniors (n=2,254)

B Yes, act as proxy B Yes, act as proxy
® No, do not act as proxy B No, do not act as proxy

Intro2. Do you currently act on behalf of someone else with regards to banking?
Base: all respondents [DK/Refusal=<1%]

Six in 10 Canadian seniors would give their bank permission to contact someone
they trust if their bank had concerns about their well-being

If presented with the opportunity, six in 10 seniors (61%) would give their bank permission
to contact someone they trust if the bank had concerns about their well-being or about
guestionable transactions in their accounts. Just over one-third (35%) would not give their
bank permission to contact someone they trust, and 3% were unsure. Non-seniors were
just as likely as seniors to indicate they would give their bank permission to contact
someone they trust (Figure 3).
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Figure 3: Trusted Contact

Would you give your bank permission to contact someone you trust if your bank had
concerns about your well-being or about questionable transactions in your accounts?

Non-seniors (n=753) Seniors (n=2,254)

mYes, would give bank permission to contact someone trusted
m No, would not give bank permission to contact someone trusted
m Don't know

GEL1. If given the opportunity, would you give your bank permission to contact someone you trust if your bank
had concerns about your well-being or about questionable transactions in your accounts?
Base: all respondents [Refusal=<1%]

2. Views on Dealing with their Bank

Most seniors generally feel positively about dealing with their bank

The vast majority of seniors (91%) generally feel positively about dealing with their bank.3
In contrast, fewer non-seniors (83%) expressed positive feelings about dealing with their
bank.

Among seniors, positive feelings were most often based on good customer service (18%)
or aspects of customer service, such as having a good experience with the bank and being
a long-term client (14%), receiving personal and attentive service (10%), receiving friendly
and courteous service (9%), being treated with respect (7%), and receiving service from
helpful (7%) and knowledgeable (3%) bank employees.

Other reasons for satisfaction or positive feelings included simply having no issues or
problems with the bank (21%), having one’s needs met (8%), receiving fast service in
branch (7%), and having trust and confidence in the bank and its employees (7%).

Feelings of discontent were relatively limited and expressed through references to poor
customer service (7%), dissatisfaction with fees (3%), and financial products that do not
meet one’s needs (1%).

3 Seniors most commonly expressed these feelings with words such as ‘very good’, ‘good’, and ‘fine’.

Prepared for: Financial Consumer Agency of Canada |8



Survey on Banking of Canadians

3. Communication and Disclosure

Seniors are more likely to bank in person

Over the past 12 months, the majority of seniors most commonly did their banking online or
using their bank’s website (42%), or in person at a branch (32%). Fewer seniors most
commonly banked using an ATM (15%), via a mobile app (5%), or by phone (4%).

Compared to non-seniors, seniors were more likely to have banked most commonly over
the past 12 months in person (11% and 32%, respectively) or using an ATM (6% and 15%,
respectively) and were far less likely to have most commonly banked via a mobile app (5%
and 35%, respectively; Figure 4).

Figure 4: Most Common Method of Banking
Non-seniors 55 (n=753) W Seniors (n=2,254)

45%

Online
e 42%

11%

In person
I 32%

6%

I 15%

ATM

35%

Mobile a
P 5%

2%

Phone
B 4%

1%

Other
| 1%

Q1. Over the past 12 months, what is the most common way you did your banking?
Base: all respondents; [DK/Refusal=<1%]

Over the past 12 months, Canadians aged 75 and older were more likely than any other

age group to have most commonly banked in person at a branch (54%) and were less likely
to have most commonly banked online (23%; Figure 5).
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Figure 5: Most Common Method of Banking [all age segments]

f 57%
Online — 50%

N PErson  ——— 3%
| 54%

ATV —1 35
———— )

| 39% w18 t0 34 (=374

Mobile app . s 19% 35 ,[0 m " 204)
0 n=

. 4% (n=204)

1% 45 to 54 (n=175)
o 2% _

| 3% 55 to 64 (n=850)

Phone & 5% H 65 to 74 (n=701)
|_ 45‘3% 75+ (n=703)

Q1. Over the past 12 months, what is the most common way you did your banking?
Base: all respondents; [DK/Refusal=<1%)]

Seniors bank by speaking with an employee at a branch more frequently than do non-
seniors

Over the past 12 months, 58% of seniors have conducted their banking by speaking with
an employee at a branch at least once a month (i.e., at least once a week, several times a
month or once a month) as compared to 39% of non-seniors (Figure 6).

Canadians 75 and older were the most likely to bank in person relatively frequently: at least
once a week (16%) or several times a month (22%).
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Figure 6: Frequency of Banking in Person

" Non-seniors (n=753) M Seniors (n=2,254)

At least once a week

Several times a month

Once a month

35%

Once every few months

Once a year

Never

Q2. Over the past 12 months, how often did you do your banking in person?
Base: all respondents; [DK/Refusal=<1%)]

Seniors use a variety of banking products and services

Almost all seniors have a chequing or savings account (97%) and the majority (87%) have
a credit card. Nearly-two thirds (64%) have a registered account, such as a Registered
Retirement Savings Plan (RRSP), Registered Retirement Income Fund (RRIF), or a Tax-
Free Savings Account (TFSA), and 54% have a personal line of credit or other loan. Fewer
seniors have other savings (such as a GIC (29%), a mortgage (26%), or a home equity line
of credit (24%). Very few (2% or less) identified having other banking products, such as a
reverse mortgage (2%; Figure 7).

In comparing the banking products used by seniors and non-seniors, seniors are more likely
to have a personal line of credit or other type of loan (54% and 49%, respectively), a home
equity line of credit (24% and 17%, respectively), an RRSP, RRIF, or TFSA (64% and 56%,
respectively) and other savings, such as a GIC (29% and 16%, respectively).
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Figure 7: Banking Products [seniors]
Seniors (n=2,254)
Chequing or savings bank account _ 97%
Credit card | 7%
Registered account [ NNNERNHI 529
Personal Line of Credit or other loan ||| N NN KRNIINNEEGEGEGE 54
other savings (e.g. GIC) | NG 22%
Mortgage [ NNEG 26%
Home Equity Line of Credit [N 24%

Reverse mortgage I 2%

Other investments (e.g. Mutual Funds) I 1%
Stocks and bonds | <1%

other | 1%

Q3. Which of the following banking products and services do you have? [multiple responses accepted]
Base: n=2,254; those 55 plus [DK/Refusal=1%] [Multiple responses accepted]

Few seniors and non-seniors report experiencing issues with banking products and
services

Over the past 12 months, nearly one in 10 (8%) Canadians aged 55 and older have
experienced an issue when using a banking product or service (Figure 8).“ In general, non-
seniors were more likely than seniors to have had experienced such an issue (11% versus
8%, respectively). However, seniors and non-seniors did not differ in the products and
services with which they experienced issues.

4 If respondents volunteered that they experienced an issue with more than one product or service, they were
asked to identify which product they experienced the biggest issue.
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Figure 8: Issues Using Banking Products

Did you experience any issues when using these banking products or services?

Seniors (n=2,219)

Non-seniors (n=738)

11%

EYes ENo mYes mNo

CD_4. Over the past 12 months, did you experience any issues when using these banking products or services?
Base: all respondents who use banking products [DK=<1%]

Seniors who have experienced issues when using their banking products and services most
commonly experienced an issue with a chequing or savings account (44%), or credit card
(21%). A smaller proportion of seniors have experienced issues with a registered account
(8%), a personal line of credit or other loan (6%), other savings (5%), a mortgage (3%), or
a home equity line of credit (1%; Figure 9). Among these seniors, the most frequently cited
issues were a mistake on the bank’s part (24%), an issue related to security or fraud (20%),
being overcharged fees (13%), or not receiving the expected interest rate (9%).

Fewer than 5% of seniors identified other issues. Other issues identified most often related
to information, such as taking too long to get information or service, receiving unclear or
incorrect information, receiving conflicting information or advice, not receiving requested
information, services, or forms, and not knowing where to obtain information. A small
proportion also identified problems with online banking and taking too long to process an
application or receive a decision.

Just over one in 10 seniors who experienced an issue with a banking product or service
could not recall with which product or service they experienced an issue.
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Figure 9: Banking Products with Issues [seniors]

Seniors (n=170)

Chequin o savingsbank account |
crecit v | 2
Registered account - 8%

Personal Line of Credit or other loan - 6%
other savings (e.g. GIC) [JJJJj 5%
Mortgage . 3%

Home Equity Line of Credit I 1%

Can't recall _ 11%

Q4a. With what product or service did you experience an issue?
Base: n=170; those 55 plus who experienced issues with banking products

Seniors prefer more traditional methods of receiving information about their banking
products or services

The majority of Canadian seniors prefer to receive information about their banking products
and services through more traditional methods, such as by mail (37%) or in person at a
branch (25%). A little over one-third prefer to receive this information electronically, for
example, via online or through a mobile app (18%), or via email or text message (17%). A
small proportion prefer to receive this information by phone (3%; Figure 10).

Figure 10: Preferred Method of Receiving Banking Information

= Non-seniors (n=753)  ® Seniors (n=2,254)

18%
Regular mail
37%

12%

In person at a branch

25%

Via online bank account,
bank website, mobile app or
online chat support

29%

18%

37%
Via email or text message
17%

.
B

Q5. How do you prefer to receive information about your banking products and services?
Base: all respondents [DK/Refusal=1%)]

By phone
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In general, older Canadians prefer traditional methods of communication, while younger
Canadians prefer electronic communication (Figure 11). Correspondingly, Canadians aged
75 and older were more likely than any other age group to prefer to receive information
about their banking products and services in person at a branch (35%). When looking at
the different age groups of seniors, these seniors were also more likely than Canadians
under the age of 65 to prefer mail (40%) and less likely to prefer to receive information
electronically via online or through a mobile app (10%), or through email or text message
(8%).

Figure 11: Preferred Method of Receiving Banking Information [all age segments]
I 13%

R | ————————

In person at a branch g 1 9%
35%

Via online bank account, 28%

bank website, mobile app or I 0
online chat support I 19%

I 42%
41%

Via email or text message 21%250 ® 18 to 34 (n=374)
I 16%
8% 35 to 44 (n=204)
-94% 45 t0 54 (n=175)
3/60
By phone - 3‘9?} B 55 to 64 (n=850)
— 326% ® 65 to 74 (n=701)
75+ (n=703)

CD_5. How do you prefer to receive information about your banking products and services?
Base: all respondents [DK/Refusal=1%)]

Some Canadians have received information from their bank that was difficult to
understand

Over the past 12 months, a little over one in 10 (12%) seniors said there were times when
the information they received from their bank was difficult to understand. Seniors were no
more likely to report this than were individuals in any other age group (Figure 12).
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Figure 12: Clarity of Information Received from Bank

Have there been times when you've received information from your bank that was difficult
to understand?

Non-seniors (n=753) Seniors (n=2,254)

mYes mNo mYes mNo

CD_6. Over the past 12 months, have there been times when you've received information from your bank that
was difficult to understand?
Base: all respondents [DK=1%)]

Among seniors who have received information that was difficult to understand, almost half
(45%) specified this occurred rarely, 35% specified this occurred sometimes, 11% specified
often and 8% specified nearly always. Canadians aged 65 or older are more likely to report
they rarely receive information from their bank that is difficult to understand than are
Canadians aged 55 to 64 (34% versus 55% and 53% of Canadians aged 55 to 64, 65 to
74, and 75 years and older, respectively).

Figure 13: Frequency of Receiving Difficult to Understand Information [seniors]
Seniors (n=262)

45%

35%

11%

. i

Rarely Sometimes Often Nearly always

CD_6a. How often would you say this tended to happen?
Base: n=262; those 55 plus who received difficult information [DK/Refusal=1%)]

Seniors who had received information from their bank that was difficult to understand
(n=262) suggested communications might be enhanced through better explanations of
terminology (25%), better in-person or over the phone explanations (18%), more detailed
information (13%) and using simpler language (13%). Seniors also suggested the
organization of the content might be improved (8%), and relevant information could be
explained more clearly and concisely (7%).
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Fewer seniors (less than 5%) suggested banks might provide a written copy of information,
make pages less cluttered, use larger text/font, use visual aids such as pictures, charts or
graphs, and use videos.

Nearly one-quarter (23%) of seniors who received information they found difficult to
understand did not provide a suggestion.

4. Relationship with Banks

In general, seniors and non-seniors report a positive relationship with their bank

Seniors and non-seniors used a five-point Likert scale (1=strongly disagree; 5=strongly
agree) to rate their level of agreement or disagreement with the following five statements
about their interactions with bank employees®:

You are treated with respect and professionalism when you do your banking;
Bank employees make an effort to understand your needs;

Bank employees ensure that you understand your banking products and services;
Bank employees know how to address your needs; and

You rely on the advice of your bank when you make decisions about your banking
products and services.

More than nine in 10 seniors and non-seniors agreed they are treated with respect and
professionalism when they do their banking (93% and 91%, respectively). In addition,
smaller majorities of seniors and non-seniors agreed that bank employees try to understand
their needs (82% and 78%, respectively), ensure they understand their banking products
and services (81% and 73%, respectively), and know how to address their needs (79% and
73%, respectively). A little over half of seniors and non-seniors rely on the advice of their
bank when making decisions about their banking products and services (58% and 53%,
respectively).® With the one exception—being treated with respect and professionalism—
seniors were more likely to offer positive assessments of their bank and bank employees
compared to non-seniors (Figure 14).

5 Interactions with bank employees includes both in-person, phone, and online interactions.

6 Among seniors, agreement with each of these statements was more likely to be strong than moderate—strong
agreement ranged from a low of 31% for replying on advice from their bank to a high of 74% for being treated
with respect and professionalism. In the case of non-seniors, strong agreement with these statements ranged
from a low of 25% for relying on advice from their bank (the only statement for which agreement was more likely
to be moderate than strong) to a high of 68% for being treated with respect and professionalism.
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Figure 14: Perceptions of Bank Employees

= Non-seniors (n=753) ™ Seniors (n=2,254)

% moderately or strongly agreeing with each statement

You are treated with respect
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you do your banking.

91%

93%

Bank employees make an
effort to understand your
needs.

78%

82%

Bank employees ensure that
you understand your banking
products and services.

73%

81%

Bank employees know how to 73%

address your needs.

79%

You rely on the advice of your
bank when you make
decisions about your banking
products and services.

53%

58%

TR. Thinking about the interactions you’ve had during the past 12 months, please tell me how much you agree or disagree
with the following statements....
Base: all respondents who use banking products [DK/Refusal=1% or less]

In general, seniors who bank in person report the most positive relationships with
their banks.

Seniors who most commonly bank in person were more likely than seniors who most
commonly bank using other methods to provide positive assessments of bank employees
and their bank. Specifically:

Seniors who most commonly bank in person were more likely than seniors who most
commonly bank online or via a mobile app to agree that bank employees make an effort
to understand their needs (87% versus 80% and 80%, respectively) and that they rely
on the advice of their bank when making decisions about their banking products and
services (66% versus 52% and 55%, respectively).

Seniors who most commonly bank in person were also more likely than seniors who
most commonly bank via an ATM, online, or a mobile app to agree that bank employees
know how to address their needs (86% versus 76%, 75% and 74%, respectively).

Further these seniors were most likely to agree that bank employees ensure they
understand their banking products and services (89% versus phone: 78%; ATM: 81%;
online: 76%; and mobile app: 76%).

Lastly, seniors who bank most commonly in person were more likely than those who
most commonly banked online to agree they are treated with respect and
professionalism when they do their banking (96% versus 90%, respectively).
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In addition, seniors who most commonly banked using a mobile app were less likely to
strongly agree that bank employees make an effort to understand their needs (40% versus
52% of those who bank via ATM, 52% who bank online, and 59% who bank via telephone).
Seniors who most commonly banked via an ATM were more likely than those who banked
online to agree (generally and strongly) that bank employees ensure they understand their
banking products and services (81% versus 76%, respectively), to strongly agree that they
rely on the advice of their bank when making decisions about banking products and services
(31% versus 25%), and to agree that they are treated with respect and professional when
they do their banking (24% versus 17%, respectively).

In general, seniors aged 75 and older were more likely than younger Canadians to provide
positive assessments of bank employees and their bank (Figure 15). Specifically:

e Seniors aged 75 and older were more likely than those between the ages of 18 and 64
to both strongly and generally agree that bank employees make an effort to understand
their needs and ensure that they understand their banking products and services;

e Seniors aged 75 and older were more likely than any other age group to strongly agree
bank employees know how to address their needs; and

e Seniors aged 75 and older were more likely than any other age group to both strongly
and generally agree they rely on the advice of their bank when making decisions about
their banking products and services.

Figure 15: Perceptions of Bank Employees [all age segments]
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TR1-5. Thinking about the interactions you’ve had during the past 12 months, please tell me how much you agree or
disagree with the following statements....
Base: all respondents who use banking products [DK/Refusal=1% or less]

5. Fraud and Financial Abuse
Seniors were more likely than non-seniors to agree bank that employees have the
knowledge and skills to help identify signs of financial abuse, fraud, or scams

Seniors (68%) were more likely than non-seniors (62%) to agree that bank employees have
the knowledge and skills to help them if their bank identified questionable transactions in
their accounts that might be signs of financial abuse, fraud, or scams (Figure 16).

Figure 16: Perceptions of Bank Employees' Skills & Knowledge

Bank employees have the skills and knowledge to help you if
your bank identified questionable transactions in your accounts
that might be signs of financial abuse, fraud, or scams

Non-seniors (n=753) ®Seniors (n=2,254)

42%
33%
29%
26%
20%
16%
6%

3% 3% oo

[ -
Strongly agree Agree Neither agree nor Disagree Strongly disagree

disagree

FR1. Thinking about the interactions you’ve had during the past 12 months, please tell me how much you agree or disagree
with he following statements....
Base: all respondents who use banking products [DK/Refusal=4%]

Seniors were more likely than non-seniors to strongly agree that bank employees have the
skills and knowledge to help them if their bank identified questionable transactions in their
accounts (Figure 17).

Prepared for: Financial Consumer Agency of Canada [20



Survey on Banking of Canadians

Figure 17: Perceptions of Bank Employees' Skills & Knowledge [all age segments]
Bank employees have the skills and knowledge to help you if
your bank identified questionable transactions in your accounts

that might be signs of financial abuse, fraud, or scams

% strongly agreeing with the statement
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45 to 54 (n=175) 31%

75+ (n=703) 46%

FR1. Thinking about the interactions you’ve had during the past 12 months, please tell me how much you agree or disagree
with he following statements....
Base: all respondents who use banking products [DK/Refusal=4%)]

Seniors were less likely to report they have been provided information about how to
protect themselves from financial abuse, fraud, or scams

Four in 10 seniors have not received information from their bank about how to protect
themselves from financial abuse, fraud, or scams (Figure 18). Further, half of Canadians
aged 75 and older (51%) reported they have not received information from their bank about
protecting themselves from financial abuse, fraud or scams. In contrast, almost one-third of
non-seniors reported not having received this information from their bank.
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Figure 18: Financial Abuse, Fraud, or Scams [all age segments]

Has your bank ever provided you with information about protecting yourself from financial
abuse, fraud, or scams?
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FR2. Has your bank ever provided you with information about protecting yourself from financial abuse, fraud, or scams?
Base: all respondents who use banking products [Refusal=<1%)]

Seniors who received information about protecting themselves from their bank were more
likely to report banking online (63%) than banking by phone (44%), in person (51%), or via
an ATM (55%). Among non-seniors, there were no statistically significant differences in
terms of the channels used to bank and receive information about protecting themselves
from financial abuse, fraud or scams.

Suggestions to help protect seniors from financial abuse/fraud

Canadian seniors suggested banks could help protect their clients from financial abuse,
fraud and scams by providing consumer alerts (16%), contacting customers if questionable
transactions are identified (11%), providing customer education on financial abuse, fraud
and scams (9%), providing more information and updates (8%), having better online
security/technology (7%) and better detecting fraud through technology (7%).’

7 Four in 10 (40%) seniors did not offer any suggestions of what their bank could do to help protect them from
financial abuse, fraud or scams and almost one in 10 (9%) indicated there was nothing their bank could do.
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6. Technology and Accessibility

Seniors bank online less frequently than non-seniors

Seniors bank online less frequently than non-seniors, with 39% of seniors using online
banking at least once a week compared to 74% of non-seniors (Figure 19). Further, 34% of
seniors indicated they never bank online compared to only 3% of non-seniors. The
likelihood of never banking online increases with age, from 1% of Canadians under 45 years
of age to 8% of those 45 to 54, 22% of those 55 to 64, 33% of those 65 to 74, and 57% of
seniors aged 75 and older.

Figure 19: Frequency of Online Banking
Non-seniors (n=753) ™ Seniors (n=2,254)
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TE1. How often do you use online banking?
Base: all respondents [DK/Refusal=1%)]

Seniors who do not bank online identified safety and security concerns (32%) as their
primary barrier. Safety and security concerns were followed by a preference for banking in
person or by phone (20%) and not using the internet (20%). Other barriers include not
having a computer (12%), finding online banking to be too difficult or complex (11%), and a
lack of trust in online banking (10%). Reasons identified less frequently include lacking
reliable internet access at home (6%), not being shown how to bank online (6%), no need
or interest (4%), and their banking is done by someone else (2%).

Those 55 to 64 and 65 to 74 years of age were more likely to point to safety or security

concerns as the reason they do not bank online (39% and 37%, respectively, versus 23%
of seniors aged 75 and older).
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The majority of seniors who bank online do not encounter issues

Of seniors who have used online banking over the past 12 months, nearly three-quarters
(74%) have not experienced issues. Non-seniors (58%) were more likely to experience
issues than were seniors. Issues experienced by seniors are presented in Figure 20.

Figure 20: Issues with Online Banking

Seniors (n=1,402)

Noissues [N, 74%

Server issues - website crashing/freezing [ 9%

Forgetting your password [l 3%
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Issues with the mobile app (general) | 1%
Difficulty reversing or stopping transactions | 1%
Did not remember how to login | 1%

Other | 1%
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TES3. Over the past 12 months, what issues, if any, did you encounter when using online banking?
Base: n=1,402; those 55 plus who use banking products and bank online [Refusal=<1%] [Multiple responses

accepted]

Older seniors are more likely to experience health issues that make it difficult to
access banking products or services than are any other age group

The vast majority (95%) of seniors reported that, over the past 12 months, they did not have
health issues that made it difficult to access products or services from their bank (Figure
21). The likelihood of having these health issues was highest among seniors aged 75 and
older (8%) (although caution should be exercised in interpreting this finding given small

sample size).
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Figure 21: Health Issues

Any health issues that made it difficult to access products or services from your bank?

Non-seniors (n=753) Seniors (n=2,254)
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TEA4. Over the past 12 months, have you had any health issues that made it difficult to access products or
services from your bank?
Base: all respondents; those who use banking products [DK/Refusal=<1%]

Of those who experienced health issues that made it difficult for them to access products
or services from their bank, over half (53% of seniors and 52% of non-seniors) indicated
these issues were related to mobility and just under one in five identified these issues as a
chronic illness or injury (18% of seniors and 17% of non-seniors). Other issues identified
less frequently (4% or less) include problems with vision, difficulty remembering, a
diagnosed mental health condition, and difficulty hearing.

Various factors make it difficult to access bank services

Seniors and non-seniors were asked to indicate if the following barriers have made it difficult
to access services at their bank over the past 12 months:

You could not make it to your bank during their normal business hours;
When you visited your bank, there were not enough employees to assist you;
You lived far from a bank branch;

You were not able to access a bank branch via public or personal transport;
Your bank did not present information in your language of choice; and

You were not treated with respect.

Similar proportions of seniors and non-seniors face barriers in accessing banking products
and services. Among seniors, one in five (20%) pointed to a lack of employees to assist
them as a factor that made it difficult for them to access services at their bank.
Approximately one in 10 or fewer experienced other barriers. For example, 13% could not
make it to their bank during normal business hours, 12% lived far from a bank branch, 7%
were unable to access a bank branch via public or personal transport, 4% were not
presented information in their language of choice, and 4% were not treated with respect.
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Non-seniors were more likely than seniors to report difficulty making it to their bank branch
during their normal business hours (31% and 13%, respectively). In addition, Canadians
between the ages of 55 and 64 were more likely then those aged 65 years and older to
report this as a barrier (16% and 11%, respectively).

A very small number of respondents (less than 1%) identified factors other than those that
were asked about. These include issues with physical access to a bank branch, issues with
customer service or support, issues with bank policies or practices, and issues with phone
access.

Seniors are more likely than non-seniors to have been affected by the closure of a
bank branch within the past five years

Seniors are more likely than non-seniors to have been affected by the closure of a bank
branch within the past five years (13% and 10%, respectively; Figure 22).

Figure 22: Bank Closures

Have you been affected by the closure of your local bank branch?

Non-seniors (n=753) Seniors (n=2,254)
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TES. Over the past 5 years, have you been affected by the closure of your local bank branch?
Base: all respondents [DK=<1%)]

Of seniors who have been affected by a branch closure, close to half were affected ‘a lot’
either because there are few or no bank branches nearby (39%), or because they
experienced issues with the location of the new branch (7%). In addition, just over one-third
were affected ‘a little’ either because they had to change where they did their banking (28%),
or because of general inconvenience (6%). A further 16% were affected ‘not much’ because
the new location was still easy to get to and 10% were affected ‘not at all’ because they do
most of their banking online.

Prepared for: Financial Consumer Agency of Canada |26



Survey on Banking of Canadians

7. Suggestions for Improving Bank Products and Services

Suggestions for improving bank products and services

When asked what banks could do to improve how they provide their products and services,
37% of seniors were satisfied and had no suggestions to offer. An additional 19% did not
know how banks could improve their products and services.

Suggestions among seniors included improving policies and practices in general (10%),
lowering fees (8%), incorporating more personal and flexible customer service (7%), and
providing more information in plain language (6%). Other suggestions (5% or less) included
hiring more employees and staff, better interest rates, better training for employees, ending
the practice of closing branches, spending more time with clients, more advertising, longer
hours, improving online or mobile banking, providing information in other languages,
opening more branches, locations or kiosks, and improving products in general.
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4. Conclusions

The Survey on Banking of Canadians yielded several important findings concerning the
banking experiences of Canada’s seniors.

Seniors use and prefer more traditional forms of banking and
communication. Nearly one-third of seniors most commonly bank in person,
with six out of every ten seniors banking in person at least once a month. In
contrast, only one out of every ten non-seniors most commonly bank in person.
Similarly, seniors prefer to receive information about their banking products and
services through more traditional methods, such as by mail or in person at a
branch. The preference for receiving this information in person increases with
age.

One-third of seniors never bank online. This is largely due to safety and
security concerns as well as a preference for banking through traditional service
channels. In contrast, only three percent of non-seniors never bank online. One-
guarter of seniors who have used online banking in the past 12 months reported
having experienced issues such as website crashing, trouble navigating the
website or forgetting a password.

In general, seniors who bank in person report the most positive
relationship with their banks. Seniors who most commonly bank in person are
most likely to agree that bank employees make an effort to understand their
needs, ensure they understand products and services, and treat them with
respect.

A small minority of seniors have been affected by the closure of a bank
branch in the past 5 years. However, of these seniors, four in ten were
greatly affected due to a lack of other branches or banks nearby.

Seniors were less likely to say they have received information about
financial abuse, fraud or scams. Most notably, half of Canadians aged 75 and
older reported they have not received information from their bank about
protecting themselves from financial abuse, fraud or scams.
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5. Appendix

1. Technical Specifications of Research

The following specifications applied to this survey:

A 15-minute random digit dialling (RDD) telephone survey was administered to
3,007 Canadians, 18 years of age and older who held an account with a bank at the
time of the interview.

Interviewing was conducted by Elemental Data Collection Inc. (EDCI) using
Computer Aided Telephone Interviewing (CATI) technology.

Following survey best practices, the questionnaire was pre-tested in advance of the
fieldwork to ensure that it measured what it was intended to measure.

o Respondents had the choice of participating in the official language of their
choice.

o The pre-test interviews were digitally recorded and reviewed by Phoenix SPI
team members and FCAC officials.

o There were 10 pre-test interviews in each official language.

o Overall, the questionnaire worked well. There were no significant problems
in terms of design or respondents’ comprehension of the questions. The only
issue was the questionnaire length; it was too long. As a result, several
guestions were removed to bring the average interview length down to 15
minutes.

All survey participants were informed that their participation is voluntary, and that
information collected is protected under the authority of the Privacy Act.

Calling was conducted at different times of the day and the week to maximize the
opportunity to establish contact.

A minimum of eight call-backs were attempted to reach potential respondents in the
landline sample before a sample record was retired. A minimum of five call-backs
were attempted to reach potential respondents in the cell sample before a sample
record was retired.

Interviewers mentioned in their introduction that the study was sponsored by FCAC.
A total of 3,007 interviews were completed:

o 2,254 interviews were completed with Canadians aged 55 and older, and
753 interviews were completed with Canadians under 55 years of age.

o 1,807 interviews were completed with the landline sample, and 1,200
interviews with the cell phone sample.

o The sample of Canadians aged 55 and older included an oversample of 703
Canadians over the age of 74.

o Canadians under 55 were sampled in proportion to the population.

The sample of 2,254 Canadians aged 55 and older can be considered accurate to
within £2.1% at the 95% confidence level. The sample of 753 Canadians under the
age of 55 can be considered accurate to within £3.6% at the 95% confidence level.
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e The fieldwork was conducted February 8 to March 10, 2019.

e The table below presents information about the final call dispositions for this survey,
as well as the associated response rates®. The overall response rate was 7% (10%
for the landline sample and 5% for the cell phone sample).

Total Landline Cell

Total Numbers Attempted 184,468 74,964 109,504
Out-of-scope - Invalid 96,566 26,714 69,852
Unresolved (U) 55,228 27,413 27,815
No answer/Answering machine 55,228 27,413 27,815
In-scope - Non-responding (IS) 26,448 16,593 9,855
Language barrier 903 561 342
Incapable of completing (ill/deceased) 636 461 175
Callback (Respondent not available) 3,462 1,577 1,885
Refusal 20,975 13,662 7,313
Termination 472 332 140
In-scope - Responding units (R) 6,226 4,244 1,982
Completed Interview 3,007 1,807 1,200
Quota Full 2,627 2,171 456
NQ - Under 18 (QB) 103 0 103
NQ - Industry (QE) 251 99 152
NQ - Age (QG) 83 66 17
NQ - Refused to provide Province/Territory (QH) 5 2 3
NQ - No Bank Account (QI) 150 99 51
Response Rate 7.62 9.64 5.26

The potential for non-response bias was assessed by comparing the unweighted
sample distribution to the actual population. Non-response is the result of a unit of
the sample refusing to take part in the survey (a refusal) or not being reached during
the data collection period (non-contact). Non-response can bias a survey sample
when there are differences between respondents and non-respondents. Consistent
with most telephone surveys of the general public, younger Canadians are under-
represented, and 45 to 54 year olds are over-represented in the survey sample. The
survey data were weighted using population figures from Statistic Canada’s 2016
census data to address these variations and to correct the sample design, which
included an oversample of Canadians 75+. Weighting serves to reduce bias should
it be present, but not to eliminate it completely.

8 The response rate formula is as follows: [R=R/(U+IS+R)]. This means that the response rate is calculated as
the number of responding units [R] divided by the number of unresolved [U] numbers plus in-scope [IS] non-

responding households and individuals plus responding units [R].
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2. Survey Questionnaire
Survey on Banking of Canadians

Section 1: Introduction

Good morning/afternoon/evening, my name is [Interviewer's name]. I’'m calling on behalf of
Phoenix SPI, a public opinion research company. We are conducting a survey for the
Government of Canada on issues of interest to Canadians. Would you prefer to continue in
English or French? / Préférez-vous continuer en anglais ou en francais?

Please be assured that we are not selling or soliciting anything. The survey takes about 15
minutes and is voluntary. Your responses will be kept entirely confidential and anonymous.

[LANDLINE SAMPLE]

A. We choose telephone numbers at random and then select one person from each
household to be interviewed. To do this, we would like to speak to the person in your
household, 18 years of age or older, who has had the most recent birthday. Would that
be you?

Yes GO TOE
No ASK TO SPEAK TO ELIGIBLE PERSON; REPEAT INTRO

[CELL SAMPLE]
B. Are you 18 years of age or older?

Yes CONTINUE
No THANK/DISCONTINUE

C. Areyou in a place where you can safely talk on the phone and answer my questions?

Yes GOTOE
No ASK D

D. We would like to conduct this interview with you when it is safe and convenient to do.
When would it be more convenient for me to call back?

SCHEDULE CALL-BACK IF POSSIBLE (TIME/DAY):

[EVERYONE]

E. Do you work in any of the following areas? [READ LIST; IF RESPONDENT
VOLUNTEERS HE/SHE IS RETIRED: STOP READING AND PROCEED WITH
SURVEY]

Advertising or Market Research or Public Relations
The media (i.e. TV, radio, newspapers)
Banks or other financial institutions
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THANK/DISCONTINUE IF ANY OF THE ABOVE

THANK/DISCONTINUE MESSAGE: “Thank you for your willingness to take part in this
survey, but you do not meet the eligibility requirements of this study.”

F. Inwhat year were you born?

[RECORD YEAR]
REFUSAL — ASK G

G. Would you be willing to tell me in which of the following age categories you belong?
[READ LIST]

1. 18to 24

2. 25t0 34

3. 35t044

4. 45to 54

5. 55t0 64

6. 651075

7. 75to0 80

8. 81to 84

9. 85 or older

10. DO NOT READ: Refusal TERMINATE

THANK/DISCONTINUE MESSAGE: “Thank you for your willingness to take part in this
survey, but you do not meet the eligibility requirements of this study.”

H. In which province or territory do you live? [DO NOT READ]

Newfoundland and Labrador
Prince Edward Island

Nova Scotia

New Brunswick

Quebec

Ontario

Manitoba

Saskatchewan

Alberta

10. British Columbia

11. Yukon

12. Northwest Territories

13. Nunavut

14. Refusal TERMINATE

©CONOUMWNE

THANK/DISCONTINUE MESSAGE: “Thank you for your willingness to take part in this
survey, but you do not meet the eligibility requirements of this study.”

I. Do you hold an account with a bank?
Yes CONTINUE
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No THANK/DISCONTINUE

THANK/DISCONTINUE MESSAGE: “Thank you for your willingness to take part in this
survey, but you do not meet the eligibility requirements of this study.”

The questions in this survey deal with banking, but please be assured that you will not be
asked to provide any information about your personal finances. The Government of Canada
would like to find out what Canadians think about their banks. IF A RESPONDENT
QUESTIONS THE LEGITIMACY OF THE SURVEY, PROVIDE THE FOLLOWING
INFORMATION:

Can contact the Financial Consumer Agency of Canada Consumer Services Centre from
Monday to Friday 8:30am to 5:00pm eastern time:

For service in English: 1-866-461-3222

For service in French: 1-866-461-2232

[NOTE TO INTERVIEWER: READ IF RESPONDENT HOLDS AN ACCOUNT WITH MORE
THAN ONE BANK AND SEEKS CLARIFICATION ABOUT WHICH BANK THE SURVEY
QUESTIONS REFER TO: IF YOU BANK WITH MORE THAN ONE FINANCIAL
INSTITUTION, PLEASE FOCUS ON THE ONE THAT YOU USE MOST OFTEN]

INTR_1: To start, who does the majority of your banking? [READ LIST]
1. You,or
2. You share responsibility equally with someone else, such as a family member or
friend, or
3. Someone else, such as a family member or friend
4. [DO NOT READ] Don’t Know
5. [DO NOT READ] Refusal

INTR_2: Do you currently act on behalf of someone else with regards to banking? This
could be formally through a Power of Attorney or informally by helping a family member with
his or her banking, such as paying bills or managing accounts. If asked by the respondent,
paying bills refers to managing one’s bill payments.

1. Yes

2. No

3. [DO NOT READ] Don’'t Know
4. [DO NOT READ] Refusal

Section 2: Communication and Disclosure

CD_R1: The first few questions ask about your banking experience and how you
prefer to get information on banking products and services.

CD_1 Over the past 12 months, what is the_ most common way you did your banking?
[READ LIST]

1. Inperson at a branch
2. By phone
3. Using an ATM (automated teller machine)

Prepared for: Financial Consumer Agency of Canada |33




©No O

Survey on Banking of Canadians

Online or using your bank’s website

Via a mobile app

[DO NOT READ] Other_ Please specify
[DO NOT READ] Don’t Know

[DO NOT READ] Refusal

CD_2 Over the past 12 months, how often did you do your banking at a branch by speaking
with a bank employee? Would you say... [READ LIST]

©COoNoA~WNE

Daily

At least once a week
Several times a month

Once a month

Once every few months
Once a year

Never

[DO NOT READ] Don’t know
[DO NOT READ] Refusal

10 [DO NOT READ]: Never; | do it all online or by telephone
11. [DO NOT READ]: Never; my bank does not have physical branch locations

CD_3 Which of the following banking products and services do you currently have? [READ
LIST. ACCEPT MULTIPLE RESPONSES] INTERVIEWER: IF NEEDED, REMIND THE
RESPONDENT THAT YOU ARE NOT ASKING FOR ANY ACCOUNT SPECIFIC
INFORMATION — JUST WHETHER OR NOT THEY HAVE ONE OF THESE PRODUCTS.

agrwnE

N o

8.

Chequing or savings bank account
Credit card
Personal Line of Credit or other loan
Mortgage
Home Equity Line of Credit (HELOC) [INTERVIEWER: IF NEEDED, A HELOC IS
A REVOLVING CREDIT PRODUCT THAT IS SECURED BY THE BORROWER’S
RESIDENTIAL PROPOERTY]
Reverse mortgage
Registered account such as RRSP, RRIF or TFSA
[INTERVIEWER: USE FULL TERMS IF NEEDED]:
a. RRSP: A Registered Retirement Savings Plan
b. RRIF: A Registered Retirement Income Fund
c. TFSA: Tax-Free Savings Account
[INTERVIEWER: THE FOLLOWING ADDITIONAL REGISTERED ACCOUNTS
MAY BE ACCEPTED]:
d. RESP: Registered education savings plan
e. RDSP: Registered disability savings plan
f. LIRA: Locked-in retirement account
g. LRSP: Locked-in retirement savings plan
h. LRIF: Locked-in retirement income fund
i. LIF: Locked-in income fund
j-  PRPP: Pooled registered pension plan
k. RPP: Registered pension plan
I.  Spousal RRSP: Spousal registered retirement savings plan.
Other savings such as a Guaranteed Investment Certificate
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9. Other_ Please specify
10. DO NOT READ: Don’'t know
11. DO NOT READ: Refusal

CD_4 Over the past 12 months, did you experience any issues when using these banking
products or services?

PonE

Yes

No

DO NOT READ: Don’'t know
DO NOT READ: Refusal

CD_4A [CD_4=1] With what product or service did you experience an issue? IF
RESPONDENT VOLUNTEERS THAT ISSUES WERE EXPERIENCED WITH MORE
THAN ONE PRODUCT/SERVICE SAY: If you experienced issues with more than one
product or service, please tell me which product or service you experienced the biggest
issue with. [READ LIST; LIST TO BE POPULATED WITH ITEMS MENTIONED AT CD_3]

NogprwNE

8.
9

Chequing or savings bank account
Credit card
Personal Line of Credit or other loan
Mortgage
Home Equity Line of Credit (HELOC)
Reverse mortgage
Registered account such as RRSP, RRIF or TFSA
[INTERVIEWER: USE FULL TERMS IF NEEDED]:
a. RRSP: A Registered Retirement Savings Plan
b. RRIF: A registered retirement income fund
c. TFSA: Tax-Free Savings Account
Other savings such as a Guaranteed Investment Certificate
Other _Please specify

CD_4B Over the past 12 months, what issues did you encounter with [INSERT
PRODUCT/SERVICE FROM CD_4A]? [DO NOT READ LIST; ACCEPT MULTIPLE
RESPONSES]

CoNoh~wWNE

You didn’t know where to obtain information

You were given incorrect information

You were given unclear information

You received conflicting information/advice from different people/sources
Did not receive requested information/service/form(s)

It took too long to process your application/get a decision

It took too long to get information/service

Mistake(s)/error(s) on the bank’s part

Other (specify)

10. Can’t recall
11. Refusal

CD_5 How do you prefer to receive information about your banking products and services?
[READ LIST]
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In person at a branch

By phone

Via online bank account, bank website, mobile app or online chat support
Via email or text message

By regular mail

DO NOT READ: Other_ Please specify

DO NOT READ: Don’t know

DO NOT READ: Refusal

N WM R

CD_R2: Could you please tell me if the following statements describe your
experience getting information on banking products and services from your bank. If
something does not apply to you, please just say so.

CD_6 Over the past 12 months, have there been times when you’ve received information
from your bank that was difficult to understand?

Yes

No

DO NOT READ: Don’t know
DO NOT READ: Refusal

ronpE

CD_6A [IF CD_6=1] How often would you say this tended to happen? [READ LIST]

Rarely

Sometimes

Often

Nearly always

DO NOT READ: Don’t know
DO NOT READ: Refusal

ouhrwnPE

CD_6B [Ask if CD_6 = 1] What could your bank do to provide you with information that is
easier to understand? [DO NOT READ LIST. ACCEPT MULTIPLE RESPONSES]

1. Use larger text/font

2. Use videos

3. Use visual aids such as pictures, charts or graphs
4. Provide a better explanation of terminology

5. Make pages less cluttered

6. Give more detailed information

7. Improve the organization of content

8. Other _Please Specify

9. Don’t know

10. Refusal

Section 3: Relationship with Banks

TR_R1: We would now like to ask you about your interactions with bank employees
- including in-person, by phone or online. Thinking about the interactions you’ve had
during the past 12 months, please tell me how much you agree or disagree with the
following statements, using a 5-point scale where ‘1’ means strongly disagree, ‘5’
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means strongly agree, and ‘3’ means neither agree nor disagree. If something does
not apply to you, please just say so.

[ROTATE STATEMENTS; REPEAT SCALE INSTRUCTIONS AS NEEDED]

TR_1 Bank employees make an effort to understand your needs.

TR_2 Bank employees know how to address your needs.

TR_3 Bank employees ensure that you understand your banking products and services.
TR_4 You rely on the advice of your bank when you make decisions about your banking
products and services.

TR_5 You are treated with respect and professionalism when you do your banking.

[RESPONSE OPTIONS; INTERVIEWER: IF A RESPONDENT GIVES THE LABEL -
AGREE/STRONGLY AGREE, ETC. ACCEPT AND DO NOT CONFIRM SCALE
NUMBER]

Strongly disagree

Disagree

Neither agree nor disagree

Agree

Strongly agree

Don’t know

Refusal

Not applicable

ONog~wNE

Section 4: Fraud and Financial Abuse

FR_R1: The next few questions ask about scams, fraud and financial abuse -
including times when a bank account has been used without permission or someone
felt pressure to share their money or property.

FR_R2: Please tell me how much you agree or disagree with the following statement.
To do so, please use a 5-point scale where ‘1’ means strongly disagree, ‘5’ means
strongly agree, and ‘3’ means neither agree nor disagree. [INTERVIEWER: ACCEPT
ANSWER IF RESPONDENT PROVIDES RESPONSE AS STATEMENT]

FR_1 Bank employees have the skills and knowledge to help you if your bank identified
guestionable transactions in your accounts that might be signs of financial abuse, fraud, or
scams.

Strongly disagree
Disagree

Neither agree nor disagree
Agree

Strongly agree

Don’t know

Refusal

Not applicable

ONogh~wNE

FR_2 Has your bank ever provided you with information about protecting yourself from
financial abuse, fraud, or scams?
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Yes

No

DO NOT READ: Don’t know
DO NOT READ: Refusal

FR_3 What do you think your bank could do to help protect you from financial abuse, fraud
or scams? [MARK ALL THAT APPLY. DO NOT READ]

oukwn

7.
8.
9.
10.
11.
12.
13.
14.
15.

*To be populated fully following the first few interviews*

Provide alerts when there are scams or frauds taking place

Better fraud detection through technology (e.g, predictive analytics)
Provide customer education on financial abuse, fraud, and scams
Improved authentication for transactions

Permit biometrics (e.g., use of fingerprints, hand geometry, retina patterns, voice
patterns, etc.) to authenticate the person

Human review of transactions

Contact consumer if questionable transactions identified

Contact an authorized representative (e.g., POA)

Better training for bank employees

Modify transaction limits

Hotline to report financial abuse, fraud, or scams

Other [TEXT FIELD]

Don’t know

Refusal

Section 5: Technology and Accessibility

TE_R1: Next, we would like to ask you about your experiences with online banking.

TE_1 How often do you use online banking? This includes banking on your computer, tablet,
or other mobile device. [READ LIST]

COoNU~WNE

Daily

At least once a week
Several times a month

Once a month

Once every few months
Once a year

Never

[DO NOT READ] Don’'t know
[DO NOT READ] Refusal

TE_2A [If TE_1=5, 6] What are the main reasons you do not frequently bank online? [DO
NOT READ LIST; ACCEPT MULTIPLE RESPONSES]

NogokrwpdpE

You do not have reliable access to the internet at home
You have safety or security concerns

You find online banking to be too difficult or complex

You prefer banking in-person or by phone

Bank products or services you need are not available online
You have never been shown how to use online banking
Other_ Please specify
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8. Don’t know
9. Refusal

TE_2B [If TE_1= 7] What are the main reasons you do not bank online? [DO NOT READ
LIST; ACCEPT MULTIPLE RESPONSES]

1. You do not use the internet

2. You do not have reliable access to the internet at home

3. You have safety or security concerns

4. You find online banking to be too difficult or complex

5. You prefer banking in-person or by phone

6. Bank products or services you need are not available online
7. You have never been shown how to use online banking

8. Other_ Please specify

9. Don’t know

10. Refusal

TE_3[If TE_1=1,2,3,4,5,6] Over the past 12 months, what issues, if any, did you encounter
when using online banking? [DO NOT READ; ACCEPT MULTIPLE RESPONSES]

1
2
3
4.
5.
6
7
8
9
1

Trouble navigating the website

Forgetting your password

Transferring money accidentally

Difficulty reversing or stopping transactions

Did not remember how to log in

Lost/misplaced log in information

Did not encounter any issues when using online banking
Other_ Please specify

Don’t know

b. Refusal

TE_R2 We would now like to ask you about your experience accessing banking
products and services.

TE_4 Over the past 12 months, have you had any health issues that made it difficult to
access products or services from your bank?

PonpE

Yes

No

Don’t know
Refusal

TE_4A [Ask if TE_4A =1] Over the past 12 months, what health issues made it difficult for
you to access products or services from your bank? [DO NOT READ; ACCEPT MULTIPLE
RESPONSES]

agrwdE

Difficulty hearing

Problems with vision

Mobility issues

Difficulty remembering

Diagnosed mental health condition
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Chronic illness/injury

Other__ Please specify

You have not had health related issues
Don’t know

0. Refusal

TE_5 Over the past 12 months, did any of the following make it difficult to access services
at your bank? [READ LIST; RANDOMIZE]

You could not make it to your bank during their normal business hours
When you visited your bank, there were not enough employees to assist you
You lived far from a bank branch

You were not able to access a bank branch via public or personal transport
Your bank did not present information in your language of choice

You were not treated with respect

[VOLUNTEERED] Other_ Please specify

[RESPONSE OPTIONS; DO NOT READ]

agrwnE

Yes

No

Don’t know
Refusal

Does not apply

TE_5 Over the past 5 years, have you been affected by the closure of your local bank
branch? [DO NOT READ]

NS

Yes

No

Don’t know
Refusal

TE_5A [If TE_5=1] How did this branch closure or relocation affect your ability to conduct
your regular banking activities? [DO NOT READ; ACCEPT MULTIPLE RESPONSES]

hronpE

No o

Not at all since you do most of your banking online

Not much since the new location was still easy to get to

A little since you had to change where you did your banking

A lot because there are few or no other branches or banks nearby that you can get
to easily

Other_ Please specify

Don’t know

Refusal

Section 6: General

GE_R We would now like to ask you a few general questions about your banking
products and services.
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GE_1 If given the opportunity, would you give your bank permission to contact someone
you trust if your bank had concerns about your well-being or about questionable
transactions in your accounts? [DO NOT READ; INTERVIEWER: IF ASKED BY
RESPONDENT, WELL-BEING REFERS TO MENTAL HEALTH, PHYSICAL HEALTH,
AND SAFETY FROM FINANCIAL FRAUD]

1. Yes

2. No

3. Don’t know
4. Refusal

GE_2 In general, how do you feel about dealing with your bank?
[TEXT FIELD]

GE_2A Please briefly describe why you feel this way.
[TEXT FIELD]

GE_3 What do you think banks could do to improve how they provide their products and
services? [DO NOT READ LIST; ACCEPT MULTIPLE RESPONSES]
*To be populated fully following the first few interviews*

Stop closing branches

Spend more time with clients

Provide information in plain language

Provide information in different languages

Better train bank employees

Open a kiosk

Other__ Please specify

. Don’t know

10. Refusal

11. I am satisfied and have no suggestions

CoNok~wWNE

Section 7: Demographic and Socio-Economic Questions

DM R1 The last few questions are for classification purposes only

DM_1 [RECORD BY OBSERVATION] If unsure of respondent’s gender, please confirm.

DM_2 What is your current marital status? [DO NOT READ]
Married

Living with partner (common-law)

Separated

Divorced

Widowed

Single (never married)

Don’t know

Refusal

NG WN R

DM_3 Were you born in Canada? [DO NOT READ]
1. Yes
2. No
3. Don’t know
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4. Refusal

DM_3A [If DM_3=2] In what year did you first immigrate or move to Canada?
1. [Min: 1899 Max: 2019]
2. Don’'t know
3. Refusal

DM_4 Do you identify as an Aboriginal person, that is, First Nations (North American
Indian), Métis or Inuk (Inuit)? [DO NOT READ] INTERVIEWER: IF THE RESPONDENT
ANSWERS ESKIMO, CODE YES.

1. Yes

2. No

3. Don’t know

4. Refusal

DM_5 What is the highest level of formal education that you have completed? [READ LIST;
STOP WHEN A RESPONSE IS SELECTED]

Grade 8 or less

Some high school

High school diploma or equivalent

Registered Apprenticeship or other trades certificate or diploma
College, CEGEP or other non-university certificate or diploma
University certificate or diploma below bachelor's level
Bachelor's degree

Post graduate degree above bachelor's level

[DO NOT READ] Prefer not to answer

©CONOTMWNE

DM_6 Which of the following categories best describes your current employment status?
Are you...[READ LIST; STOP WHEN A RESPONSE IS SELECTED]

Working full-time, that is, 35 or more hours per week?

Working part-time, that is, less than 35 hours per week?

Self-employed?

Unemployed, but looking for work?

A student attending school full-time?

Retired?

Not in the workforce? [Full-time homemaker, unemployed, not looking for work]
[DO NOT READ] Other — [Do not specify]

[DO NOT READ] Refused

CoNokwNE

DM_7 Which of the following categories best describes your total household income for
2018? That is, the total income of all persons in your household combined, before taxes.
Please be assured that your response to this, and all, questions in the survey is confidential
[READ LIST; STOP WHEN A RESPONSE IS SELECTED]

Under $20,000

$20,000 to just under $40,000

$40,000 to just under $60,000

$60,000 to just under $80,000

$80,000 to just under $100,000

$100,000 to just under $150,000

$150,000 and above

[DO NOT READ] Refused

N~ wWNE
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DM_8 Overall, who in your household is primarily responsible for making sure that the
regular ongoing bills and other financial commitments are met? [DO NOT READ UNLESS
HELPFUL]

1. You

2. Your spouse/partner

3. You share responsibility equally with <your spouse/partner> / <someone else in
the household>
Someone else in the household
Nobody in particular
Someone outside of the household
Don’t know
Refusal

©No oA

DM_9 Would you please provide your postal code? [TEXT FIELD: ENTER POSTAL CODE]
DM_9A [IF NO] Would you be comfortable providing the first 3 digits of your postal code?
[TEXT FIELD: ENTER FSA]

That concludes the survey. Thank you very much for your thoughtful feedback. It is much

appreciated. This survey was conducted on behalf of the Financial Consumer Agency of
Canada.
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