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Survey Methodology

• Surveys were conducted online among U.S. consumers aged 18 and older

• Sep 25-27: n=1,756 (39% male, 61% female)
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General Perceptions of U.S. Adults
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How worried are you that you or someone in your 
family will get sick from the coronavirus?
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How worried are you that there will be a second 
wave of the coronavirus in the fall or winter?
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In the past several weeks, how has the level of stress 
about your financial situation changed?
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In the past several weeks, how has the level of stress 
about your financial situation changed?
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Which of the following impacts from the coronavirus 
have you already experienced?
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How has the coronavirus crisis impacted 
your personal financial situation?
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How has the coronavirus crisis impacted 
your personal financial situation?
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How has the coronavirus crisis impacted your 
personal financial situation?
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How has your family’s income changed since 
the coronavirus crisis began?
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How has your family’s income changed 
since the coronavirus crisis began?
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How has your family’s income changed since 
the coronavirus crisis began? 
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Which statement comes closest to your view about the impact 
of the coronavirus crisis on your personal finances?
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Which statement comes closest to your view about 
the spread of coronavirus (Covid-19)?
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When do you expect that a coronavirus vaccine to be 
widely available in the United States?
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When do you expect that your typical activities return to normal 
(work, school, travel, dining, entertainment, church, sports, etc.)?
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Which of the following do you plan to do in the next 6 months/2021?
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Do you approve or disapprove of your state’s handling of the 
coronavirus crisis?
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Do you approve or disapprove of the federal government’s 
handling of the coronavirus crisis?
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Which of the following changes have you 
made due to the coronavirus crisis?
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Since the coronavirus crisis began, which of the following actions have you 
taken to pay for your expenses or manage the cash you have available?
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In the past month were you unable to make the 
minimum monthly payment for any of these?
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How confident are you that you will have enough 
money to get through the coronavirus crisis?
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Which of the following have you used to make a 
purchase in a store during the past week?
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Banking
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Has your primary bank shown concern for your personal 
financial situation during the coronavirus crisis?
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Please rate your primary bank on how well it is supporting its 
customers during the coronavirus crisis.
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19%

15%

6%
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14%
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Please rate your primary bank on how well it is supporting 
its customers during the coronavirus crisis.
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After the coronavirus crisis is over and it is safe to have in-person interactions, 
what are your plans for interacting with your banks or financial services providers? 
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24%

9%

6%

37%

14%

19%

32%

28%

10%
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34%
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32%
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I plan to visit the branch less than I did pre-crisis

I plan to use mobile banking more than I did pre-crisis

I plan to use the online banking more than I did pre-crisis

I plan to use the call center more than I did pre-crisis

I plan to switch banks to one that has better mobile capabilities

I’ll go back to how I behaved before / No Change from what I 
did pre-crisis

Don’t know

Jul 10-12

Aug 21-23

Sep 25-27
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After the coronavirus crisis is over and it is safe to have in-person interactions, what 
are your plans for interacting with your banks or financial services providers? 

11%

14%

18%
19% 20%20%

22%

29%

32% 32%

17%

23% 24%

28%
26%

46% 45%

37%
34% 36%

Apr 17-19 Jun 12-14 Jul 10-12 Aug 21-23 Sep 25-27

Visit the branch less Use mobile banking more Use the online banking more I’ll go back to how I behaved before
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Which of the following activities have you conducted 
with your primary bank in the past week?

54%

34%

33%

29%

27%

15%

Used the mobile app

Used online banking on a PC or laptop

Deposited a check using a mobile phone

Used an ATM at a branch

Used a drive-thru at a branch

Conducted a teller transaction inside a branch

Sep 25-27
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Assuming you needed to deposit a check at your primary 
bank, which method would you choose?

48%

23%

19%

8%

2%

52%

22%

16%

9%

2%

52%

22%

15%

11%

1%

Mobile phone (take a picture of check)

Drive-thru at a branch

ATM

Teller inside a branch

Mail

May 29-31

Aug 21-23

Sep 25-27
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Since the coronavirus crisis began, how has your usage 
of your primary bank's mobile app changed?

6%

11%

13%

61%

2%

7%

3%

15%

17%

52%

5%

8%

5%

25%

18%

44%

3%

5%

6%

24%

20%

42%

3%

5%

I used it for the first time

I use it a lot more often

I use it a little more often

No change

I use it less often

I don't use it

Apr 3-5

May 1-3

Aug 21-23

Sep 25-27
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Since the coronavirus crisis began, how has your usage 
of your primary bank's mobile app changed?

29%

34%

37%

48%

50%

Apr 3-5 May 1-3 May 29-31 Aug 21-23 Sep 25-27

Use mobile a lot more, a little more or for the first time
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Sep 25-27

34%

41%

24%

Yes No Don't know

Has your primary bank offered you any advice or guidance to 
better manage your finances during the coronavirus crisis?
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41%
44%

12%

3%

Very easy Somewhat easy Somewhat difficult Very difficult

How easy has it been to do business with your 
primary bank during the coronavirus crisis?
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Which of the following changes to how you bank and make payments 
have you made (or plan to make) due to the coronavirus?

35%

28%

27%

24%

22%

20%

18%

18%

Use mobile and online tools to do more of my banking

Deposit checks using my mobile phone more often

Go to the bank branch less often

Use mobile payments (Apple Pay, Google Pay,
Samsung Pay, etc.) to make purchases in-stores more

often

Use less cash out of concern that it can spread the
coronavirus

Use contactless credit cards (tap to pay) to make
purchases in-stores more often

Use ATMs less often out of concern that they can
spread the coronavirus

Learn more about mobile or online banking options

Sep 25-27
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