Customer Experience in the Banking Industry

by Country

KEY TAKEAWAYS

+ Chinese consumers report the
highest satisfaction with their
recent airline experiences, while

Japanese  consumers least
frequently provide high
satisfaction, likelihood to

recommend, and likelihood to
purchase more ratings.

+ Likelihood to recommend and
purchase more have increased the
most in the banking industry from
2022 to 2025, each increasing 3
percentage points. Satisfaction
has changed the least over this
time, increasing one percentage
point.
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DATA CALCULATION

Data was only reported on and analyzed from industries with a sample size of 100+ in each country — otherwise reported as N/A. Consumers
responded only about experiences with industries they had an interaction with in the previous 90 days.

Year-over-year calculations were performed using data only from the 20 countries from which we collected data in both 2023 and 2024. Calculations of
CX metric changes from 2022-2025 were conducted only using data from the 19 countries from which we collected data in 2022, 2023, 2024, and 2025.
Year-over-year calculations were not conducted including Hong Kong (China) due to small sample sizes. Data was not collected on auto dealer,
electronics, and hotel industries in 2022.

CX metrics for all years are reported as the percentage selecting the top 2 boxes on a 5-point Likert scale out of the total number of responses for each
country/industry.

All Global numbers are an average across all countries.
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