Italians are nervous (20%), confused (17%) and
annoyed (12%) when talking to their bank. N26
responds with the new Big Banking Chat
campaign #TuttoSullaBanca

Milan, May 13, 2020 - Thinking about the last time they spoke to their bank, 25% of
Italians said they had the situation "under control”, however 47% experienced at
least one negative feeling. This is the first evidence that emerged from the new
research of the N26 mobile bank, conducted with the aim of investigating the
bank-customer relationship and the level of financial education in our country.

Specifically, compared to 29% of men and 20% of women who said they had
control of the situation during a conversation with their bank, the majority
registered negative experiences and feelings: 20% felt nervous and worried, 17%
confused, 12% annoyed, 9% under pressure and 4% even "stupid".

The technical terminology often used by banks can in fact raise some doubts and
perplexities for those who find themselves having to communicate with their
credit institution in situations of need, and the vocabulary used does not always
facilitate understanding. If 79% of Italians are confident in defining what an
account statement is, things change when it comes to creditworthiness that 48%
say they cannot explain. Even the bank credit line and the permanent transfer
order are unclear terms that - respectively - only 36% and 38% of the respondents
would be able to define. It is easier to explain what the accrued interest (65%), the
interest rate (67%), an overdraft (68%) and the IBAN (78%) are.

However, much confusion remains and in response to this lack of clarity on
financial terminology, N26 has decided to launch a new virtual initiative: the Big
Banking Chat, a new global marketing campaign that will try to foster conversation,
answer consumer questions and alleviate uncertainties and concerns, giving rise to
the largest online discussion on banking issues in the world. It will be an open
discussion, in which people will be able to ask their questions about the banking
world, get answers and share tips and advice, with the aim of improving the
understanding of the banking lexicon and promoting the advancement of financial
education in our country. To stay up to date on all the themes of the campaign on



N26 social networks, it will be possible to follow the hashtags #BigBankingChat or
#TuttoSullaBanca.

“We do not find it hard to believe that people do not feel comfortable talking to
their bank, the vocabulary of our world is often too complex and not very intuitive
for the layman. At N26 we have always opted for maximum transparency and
simplicity in all communications to customers but we want people to feel safe
every time they interact with a bank. The development of a financial education
that helps anyone to have a simple and immediate dialogue with their bank is
crucial for us, especially in a historical moment in which digital banking is
becoming more and more present in the daily reality of consumers" said Andrea
Isola, General Manager of N26 Italy.

"Originally N26 was created to simplify the bank-customer relationship and we
strongly believe that trust in financial players come mainly from a full
understanding of the products and services offered. For this reason we have
created the Big Banking Chat, so that all Italian customers know that there is an
open discussion platform where they can find clear and simple advice”, reiterated
Roberto Forleo, Marketing Manager of N26 Italy.

All the information on the new Big Banking Chat campaign are available at the link:
https://n26.com/it-it/tutto-sulla-banca?utm_source=referral&utm_ medium=press r
elease&utm_campaign=bbc1
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