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Digital interactions increased almost universally; human interactions also increased in most countries

Average number of interactions per respondent in the past quarter

45 2016 2017
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25 =
gﬁ Nb’l% us m Germany
20
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g 10 Japon
5 ®
8 Branch and phone dependent Low interaction
9 ] 7 ] 5 4 3 2 1 0
ANBERAIEEREK

Source: Bain,/Research Now Customer Layalty in Retail Banking Survey, 2017
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