
 

 

The Bottom Line 

Banks in Canada are meeting the evolving preferences of 
their customers as powerful new technologies change the 
way people bank and how they pay for goods and services. 
Banking is transforming at a record pace, bringing 
innovation and new potential to empower Canadians’ lives 
in a digital world. 
 
Now more than ever, Canadians value convenient and 
dependable access to banking technology. To that end, 
banks are continuing their decades-long leadership in 
developing new innovations that make banking more 
flexible, secure, consistent and accessible for all customers.  
 
Canadians have unprecedented access to tried and trusted 
channels to meet all aspects of their banking needs. Banks 
have introduced fast and convenient banking and payments 
solutions, including online and app-based banking, 
contactless payments, mobile pay applications and cheque 
deposit, online money transfers and more. These 
technologies were already in place as the pandemic hit, 
when it mattered most, and further innovations were 
developed in record time to support customers as their lives 
changed dramatically. A deep commitment to improving the 
customer experience will continue as the pace of 
technological change accelerates and consumer behaviours 
continue to evolve.  

 

Focus: How Canadians Bank   
    

Focus Sheet 

�x The large majority  
(90 per cent) of Canadians 
believe that banking has 
become a lot more 
convenient because of new 
technologies. 

�x Eight out of 10 (78 per cent) 
Canadians are using digital 
channels (online and app-
based) to conduct most of 
their banking transactions. 

�x Nine out of 10 (89 per cent) 
Canadians reported using 
online banking in the last 
year, and half (49 per cent) 
say it is their most common 
banking method, making 
online the most used digital 
banking channel.  

�x Mobile app-based banking 
continues its ascent, driven 
by a strong uptake from 
Gen Z and Millennials. 
Two-thirds (65 per cent) of 
Canadians used a mobile  
app to do their banking in 
2021, up from 56 per cent 
in 2018. 
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Mobile app -based banking continues to 
rise, led by Gen Z and Millennial uptake  

Every Canadian with a smartphone now has a bank in their 
pocket. As an increasing number of Canadians carry 
smartphones, banks offer mobile banking and payment 
services and apps that allow customers to perform a variety 
of transactions through their mobile devices. As a result, 



 

While satisfaction with banking apps has been improving 
over time, 20 per cent of Canadians report unsatisfied. This 
suggests that, as banks continue to introduce updates that 
improve reliability and simplicity of apps, satisfaction levels 
will rise in tandem.  

In-person  banking, while declining in 
popularity, remains a valued method to 
conduct  major  tran sactions  

Despite the surging use of digital banking solutions during 
the pandemic, bank branches remain an important part of the 
banking mix in Canada. Personal interaction will continue to 
play a role in our online and mobile-first world as branches 
evolve into advice and information centres to help customers 
navigate major transactions. 
 

�x 57 per cent of Canadians used in-branch banking in 
2021, down from 67 per cent in 2018. 

�x Four out of 10 customers decreased their visits to a bank 
branch because of the pandemic. 

�x More than 90 per cent of customers are satisfied with in-
person banking. 

�x Only 10 per cent of customers do most of their banking 
at the branch, down three per cent over the last seven 
years, and 24 per cent plan to decrease their bank 
branch visits over the next five years. 

ABMs are still popular for withdrawals , 
though overall use is declining  

Canadians still rely on ABMs primarily to get cash, make 
deposits and pay bills. While digital banking and payments 
options rapidly gained momentum because of the pandemic, 
eight per cent of customers say they use ABMs to conduct 
most of their banking. This trend is consistent across 



 

generations and income groups. The use of ABMs has been 
trending downward over time, which is likely to continue.  
 

�x In 2020, Canadians made approximately 309 million 
cash withdrawals, 124 million deposits, 30 million bill 
payments and conducted 12 million transfers at  
bank-owned ABMs. 

�x Overall satisfaction with ABM banking is very high, with 
92 per cent of Canadians saying they are satisfied with 
this technology. 

�x Looking ahead five years, 20 per cent of Canadians 
surveyed expect to increase their use of ABM withdrawal 
and deposits, 16 per cent anticipate decreasing their 
reliance on ABMs as other tech-driven alternatives 
emerge, and the balance foresee no change in use.  

There are close to 70,000 ABMs in Canada, including 18,515 
bank-owned ABMs. 

The role of cash in a digital world  

While Canadians are largely turning to digital channels and 
electronic payment methods, the demand for and use of cash 
is still prevalent. Canada may be one of the most cashless 
societies in the world, but Canadians of all ages still carry 
cash in their pockets. And who carries the most cash may 
surprise you. 
 

�x On average, Canadians carry $80 in cash on a typical 
day, which is down from an average of $91 in 2018. 

�x In five years’ time survey respondents expect to carry an 
average of $117.   

�x Interestingly, Boomers reported carrying an average of 
$70 a day today, while Gen Z reported carrying an 
average of $100.  



 

Digital currencies : interest is growing, 
but consumers a re wary  

While the end of physical money is not near, a dizzying array 
of cryptocurrencies has launched in recent years. How are 
Canadians responding to these innovations?  

�x Led by younger Canadians, more than half  
(56 per cent) of consumers would consider using a 
private cryptocurrency 

�x 64 per cent of Canadians say convenience is the main 
reason they use, or would use, a cryptocurrency  

�x One-third (36 per cent) of consumers expect to be 
using an alternative currency in five years 

High levels of trus



 

Good value for cost of service  

Most Canadians feel comfortable with the cost of different 
methods of transacting today. In most cases, large majorities 
feel the transactions are either free, a bargain or reasonably 
priced. Across the board – from accessing a bank’s website, 
visiting a branch and using Tap & Pay, to using ABMs, debit 
cards, mobile apps and Interac e-Transfer – Canadians feel 
good about the perceived value for money for the banking 
services they receive in our increasingly digital world. 

The Canadian Bankers Association is the voice of more than 60 domestic and foreign banks that help drive 
Canada’s economic growth and prosperity. The CBA advocates for public policies that contribute to a sound, 
thriving banking system to ensure Canadians can succeed in their financial goals. www.cba.ca 
 

http://www.cba.ca/

