


Why does trust matter? 

ÅWhy trust matters

ÅHow do we earn back trust?

ÅSelf regulation and the future of our 

industry



Who do we trust?

IndividualsInstitutions



Changing trust 

Å64% of Australians trust their banks 

almost more than anyone to protect their 

data

ÅMore than government agencies at 50%, 

online retailers and social media 

platforms at 25%

ÅOnly GPôs and hospitals have higher 

levels of trust

ÅNeed to maintain this trust in face of 

digital transformation ïeg Open Banking



ÅDemonstrate banks provide value for 

money

ÅBe more transparent about fees and 

charges

ÅHave a culture which encourages 

behaviour in the best interest of 

customers at all times 

ÅSupport customers in financial difficulty 



Trust ïa complexity of expectations

ÅLend money responsibly

ÅRespond quickly to problems 

when things go wrong

ÅBe accountable

ÅBanks have behaved their 

way into this and banks must 

behave their way out 


