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We’ve Become More Techno-Optimistic Lately

19%

27%

39%

41%

23%

18%

11%

8%

3%

3%

5%

3%

2025

2026

Technology is making our lives much easier (5)

Technology is making our lives somewhat easier (4)

Technology is making our lives neither easier nor more difficult (3)

Technology is making our lives somewhat more difficult (2)

Technology is making our lives much more difficult (1)

Don't know/rather not say

68% 11%
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Email More Popular Than Phone for Simple Queries…

6%

13%

22%

23%

22%

36%

33%

48%

25%

41%

By post

Social network such as Facebook, X, Instagram

Provider's smartphone app

SMS/text

WhatsApp or similar

'Contact Us' form on website

Web chat

Email

In person at an office or branch

Telephone call
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…But for Complex Queries, Preference for Phone and In-Person 
Contact Increases…

6%

8%

13%

12%

13%

24%

21%

39%

33%

55%

By post

Social network such as Facebook, X, Instagram

Provider's smartphone app

SMS/text

WhatsApp or similar

'Contact Us' form on website

Web chat

Email

In person at an office or branch

Telephone call
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…And When It’s Urgent, Phone is Prioritised

5%

7%

10%

12%

12%

14%

18%

21%

26%

68%

By post

Social network such as Facebook, X, Instagram

Provider's smartphone app

SMS/text

WhatsApp or similar

'Contact Us' form on website

Web chat

Email

In person at an office or branch

Telephone call
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More People Have Posted About Positive Customer Experiences Than 
Have Posted About Negative Ones

11%

8%

10%

8%

12%

18%

13%

13%

15%

17%

21%

26%

X/Twitter

LinkedIn

Other online forum or social network

Instagram

Facebook

Reviews site such as Trustpilot, Feefo, Google Reviews

Good experience Bad experience
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Saturdays Most Convenient for Customer Contact; Lower 
Preference for After 6pm Weekdays

8am to noon weekdays +48

Noon to 3pm weekdays +48

3-6pm weekdays +45

After 6pm weekdays +31

Saturdays +52

Sundays +38
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Does Tech Make Our Lives Easier or More Difficult?

31%

46%

55%

32%

40%

11%

10%

16%

49%

43%

33%

22%

17%

13%

10%

10%

11%

9%

4%

6%

6%

8%

9%

3%

Simplicity Seekers

Tradition Maintainers

Efficiency Optimisers

Experience Enthusiasts

Knowledge Gatherers

Technology is making our lives much easier (5) Technology is making our lives somewhat easier (4)

Technology is making our lives neither easier not more difficult (3) Technology is making our lives somewhat more difficult (2)

Technology is making our lives much more difficult (1) Don’t know/rather not say
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Contacted Bank in Last Six Months

28%

30%

32%

44%

49%

Simplicity Seekers

Tradition Maintainers

Efficiency Optimisers

Experience Enthusiasts

Knowledge Gatherers
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Level of Certainty That Self-Serve Transaction Was Successfully 
Completed

30%

35%

46%

51%

53%

68%

63%

34%

45%

40%

20%

4%

7%

Experience Enthusiasts

Knowledge Gatherers

Simplicity Seekers

Efficiency Optimisers

Tradition Maintainers

Often/sometimes not sure Usually very sure Don't know/rather not say
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Propensity to Switch Channel

17%

30%

30%

60%

69%

59%

40%

44%

27%

19%

23%

30%

13%

13%

10%

13%

Efficiency Optimisers

Knowledge Gatherers

Simplicity Seekers

Experience Enthusiasts

Tradition Maintainers

Prefer to persevere using the same channel

Willing to try a different contact channel once I’m certain the first one doesn’t work

Will immediately/fairly quickly try a different channel if the first one doesn’t work

Don't know/rather not say
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Should Advisors be Chatty and Friendly, Or Concise and 
Efficient?

34%

34%

62%

68%

85%

46%

15%

14%

21%

9%

20%

44%

23%

11%

5%

Efficiency Optimisers

Simplicity Seekers

Tradition Maintainers

Knowledge Gatherers

Experience Enthusiasts

Prefer chatty and friendly Prefer concise and efficient No preference Don't know/rather not say
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Propensity to Share Feedback After Experience

Efficiency 
Optimisers

Knowledge 
Gatherers

Experience 
Enthusiasts

Simplicity 
Seekers

Tradition 
Maintainers

Posted online after bad experience 17% 46% 67% 12% 20%

Posted online after good experience 17% 60% 74% 17% 24%

Contacted provider after bad experience 26% 55% 71% 18% 28%

Contacted provider after good experience 13% 57% 76% 15% 18%
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Ever Stopped Buying From a Provider After a Poor Experience?

34%

49%

52%

59%

66%

52%

43%

44%

38%

31%

14%

9%

Simplicity Seekers

Efficiency Optimisers

Tradition Maintainers

Knowledge Gatherers

Experience Enthusiasts

Have stopped buying due to poor customer service

Have not stopped buying due to poor customer service

Don’t know/rather not say
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Simple Query
Efficiency 

Optimisers
Knowledge 
Gatherers

Experience 
Enthusiasts

Simplicity 
Seekers

Tradition 
Maintainers

Email 53% 59% 38% 46% 36%

Telephone call 47% 35% 30% 39% 59%

‘Contact Us’ form on website 46% 48% 22% 26% 21%

Web chat 43% 45% 24% 24% 14%

In person at an office or branch 29% 22% 18% 21% 39%

SMS/text 16% 38% 22% 21% 9%

WhatsApp or similar 14% 47% 21% 13% 5%

Provider’s smartphone app 24% 40% 14% 13% 3%

Social network eg Facebook, X, Instagram 2% 29% 15% 9% 1%

By post 2% 11% 6% 6% 6%
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Complex Query

Efficiency 
Optimisers

Knowledge 
Gatherers

Experience 
Enthusiasts

Simplicity 
Seekers

Tradition 
Maintainers

Telephone call 74% 49% 36% 50% 67%

Email 39% 57% 31% 36% 21%

In person at an office or branch 42% 36% 24% 26% 37%

‘Contact Us’ form on website 27% 44% 12% 17% 7%

Web chat 24% 35% 17% 11% 4%

Provider’s smartphone app 7% 32% 9% 5% 0%

WhatsApp or similar 4% 34% 13% 3% 1%

SMS/text 3% 29% 15% 7% 0%

Social network such as Facebook, X, Instagram 0% 23% 10% 3% 0%

By post 2% 11% 7% 6% 5%
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Urgent Query

Efficiency 
Optimisers

Knowledge 
Gatherers

Experience 
Enthusiasts

Simplicity 
Seekers

Tradition 
Maintainers

Telephone call 86% 62% 50% 59% 79%
In person at an office or branch 32% 27% 18% 20% 29%
Email 11% 35% 24% 18% 9%
Web chat 15% 33% 15% 12% 5%
‘Contact Us’ form on website 9% 29% 10% 13% 3%
WhatsApp or similar 4% 34% 12% 3% 1%
SMS/text 3% 29% 13% 6% 1%
Provider’s smartphone app 4% 27% 8% 3% 0%

Social network such as Facebook, X, Instagram 1% 17% 10% 2% 0%

By post 0% 10% 7% 4% 1%

©CCMA 2026



General

Supported by

Preferred Times of Day and Week for Contact (Net Convenient)

Efficiency 
Optimisers

Knowledge 
Gatherers

Experience 
Enthusiasts

Simplicity Seekers
Tradition 

Maintainers

8am to noon weekdays +31 +54 +66 +34 +61

Noon to 3pm weekdays +34 +54 +60 +34 +75

3-6pm weekdays +46 +56 +60 +5 +71

After 6pm weekdays +44 +47 +50 -32 +35

Saturdays +73 +65 +62 -18 +68

Sundays +57 +51 +52 -30 +51
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