Digitalisation in the

financial industry
2023

Insights into online banking
and trading

Importance of Chat-Bots and
RoboAdvisors

Psyma Trend Barometer
4th wave

Expectations towards app
solutions & digital transactions

+l. | Base:N =500 interviews (Germany), Source: Online-Access Panel, Period: 3" - 15t March 2023
ﬂ[]-l" Target group description: (Regular) online banking users, 20-60 years
Internet-representative by age, gender, federal state (Waves: 2022, 2021, 2019)
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Insight 1: In online banking, checking account balances and making transfers remain the

transactions regularly performed by users; viewing notifications is gaining relevance!

Check account balance

Initiate and execute transfers

View notifications

Create / change standing orders

View credit card statements

Buy (or sell) securities / make investments
Individual online financial advice

Purchase foreign currencies

94%
94%
72%
56%
39%
23%

6%

5%

PP = percentage points
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Insight 2: ETFs are the most popular securities or investments alongside equities

(regular trading). Actively managed funds have also increased in these "times of crisis".

Shares 73% -9PP

ETF 71% +20PP

Actively managed funds 35% +10PP
Bitcoin 23%
Fixed-interest securities 20%
Gold or other precious metals 20%
Foreign currency 11%
Derivatives 9%
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Insight 3: Independent consumer portals have the strongest influence on users' own financial

decisions - social media of only minor importance among online banking users.

Independent consumer portals on financial topics ? _ 48%

Online platforms specifically for the (financial) economy 2 32%
Opinions in blogs / forums on financial topics 20%
Social media platforms such as Facebook, Twitter etc 3 14%

1 such as Verbraucherzentrale, Finanztipp, Stiftung Warentest etc.
2 such as Handelsblatt, Capital, Bloomberg, NTV, N24, Spiegel, Welt etc.
3 e.g. with online ratings, feedback from users of my bank
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Insight 4: Preferred communication channels are e-mail and telephone in dialogue with finance

service providers. Every second user is open to chat-bots (current & potential users).

16% 42%

Chat via Text / Audio / Video

Social Media communication E[iLA 19% 10%

B | already use

Text-only messages 21% 28% 11% mm | would use

E-mail 30% yJ42y  mm | would not use
Telephone 299% 12% 3% El Don't know
Voice assistant BRZSEEVZS 9%
Chat-Bot on websites HEVS 38% 15%

PP = percentage points
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Insight 5: Critical experiences among those knowing robo-advisors - optimization potential by

digital research with the aim of root cause analysis; potential remains among non-experts!

and can imagine using
them in the future

and cannot imagine any
use in the future

+7 PP

and can imagine using
them in the future
and cannot imagine any
use in the future

+3 PP

I Already use [ No usage, but Robo-Advisors [l No usage and Robo-Advisors are
Robo-Advisors are known ... not known ...

PP = percentage points
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Insight 6: The use of the smartphone (incl. app solution) for digital financial transactions remains
at a high level.

I Desktop Tablet B Smartphone

PP = percentage points
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Insight 7: Users see viewing and managing their own contracts and data in the customer login

area as an advantage; after all, around 1/3 purchase or renew their products here.

Access to my contract details

Managing personal data

Tracking of the current processing state

Viewing service information (new contract terms, service changes)
Display only important content for me

Direct arrangement of consulting/service appointments
Notifications & personal messages about new products, events etc.

Purchase, renewal or activation of products and services
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Qualitative feedback

Question: In the area of online financial services, which applications, functions, apps, etc. have you used
more frequently or discovered for the first time in the last 12 months? What did you like about them?
(n=452 open-ended comments)
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Finance: Chat-bots facilitate faster interaction at all times; however, the communication should

convey clear & helpful content in a targeted manner in order to convince users in the long term.

Bank transfers

L

Customer Services

Chat-Bots

N
i

Product issues

N

Card blocking

Sparkassen (incl. app) ING
\/7
N26 Provider ﬁ ChatGPT
DKB 7 ﬁ Amazon

What did you like about it?

,Good and
precise
response.”

yimmediately

Easy to use.” .
»casy available.”

,»Quick, straightforward »,Smooth
solutions at any time.” communication.”

Selected statements
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Finance: Digital payment methods have established themselves in everyday life - they impress

with simple & fast application without the use of cash.

What did you like about it?

Payback Paypal . —
I —V_ ,Easy to use.” a'\’/gillj::ui)klgﬂ d’:;: :1Cd aal\o rlle .
Payment method /
Payment

7 1 don't need to Good offers.
Klarna go to the bank.” “ '

Selected statements
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Finance: Interactive, user-friendly & always available online banking functions / apps guarantee

lasting customer loyalty for financial transactions.

Scalable
Capital

Trade Republic
~—X PayPal
—~
Provider
_— L
Sparkassen App j ING App

Share purchase
— %

Standing order
L—

Service ﬁ Bank transfers

_—7

B N

Onlinebanking

Account Status & Insight

What did you like about it?

,»Quick, simple, free of

Easy to understand.”
n=asy charge.”

»Easy to use,
constantly growing
offer.”

,Reliable and
modern.”

»Fast insight from
home.”

»Easy and protects
information.”

Selected statements
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Summary: Psyma Trend Barometer FinTech 2023

Online-Banking:
Checking account balance and making transfers maintain high relevance. Viewing notifications is gaining in
importance. Actively managed funds gain attractiveness alongside equities and ETFs.

Independent test reports:
Independent sources of information continue to be prioritized for financial decisions.

Chat-Bots:
High potential exists due to fast interaction. For trust in chat-bots to increase in the future, targeted, clear
and helpful communication of content is required.

Smartphone & Finance:
Digital financial transactions via smartphone (incl. apps) have become established - alongside desktop use.

Customer login:
Self-determined viewing & managing their account is a great asset for customers.

Base: N = 500 interviews (Germany), Source: Online-Access Panel, Period: 3™ - 15t March 2023

Target group description: (Regular) online banking users, 20-60 years
Internet-representative by age, gender, federal state (Waves: 2022, 2021, 2019)
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Dr. Frank Knapp Dieter Gabsteiger Michael Kaminsky
ClO PSYMA GROUP / Managing Director PR+C Managing Director Senior Consultant
+49 911-99 574-981 +49 911-99 574-980 +49 911-99 574-974
frank.knapp@psyma.com dieter.gabsteiger@psyma.com michael.kaminsky@psyma.com
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https://www.xing.com/profile/Frank_Knapp3/cv
https://www.linkedin.com/in/frank-knapp-4a90a115/
https://www.xing.com/profile/Dieter_Gabsteiger/cv
https://www.linkedin.com/in/dieter-gabsteiger-576599133/
https://www.xing.com/profile/Rene_Kupfer3/cv
https://www.linkedin.com/in/rené-kupfer-5157b762/

