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NINE IN 10 WOULD NOT TRUST A COMPUTER PROGRAM
WITH THEIR FINANCES
• 91 per cent of people in Europe would not let a computer program make and act on
financial decisions on their behalf
• Robo-advice is less popular than financial advisers, friends or even the internet
• One in three (36%) is against all automated activities when it comes to their finances
Despite an increased focus on robo-advice and decision-making, new research reveals that most
consumers do not feel comfortable with this new technology.
According to the fifth annual ING International Survey Mobile Banking 2017 – Newer Technologies, which
surveyed nearly 15,000 people across 15 countries, nine in 10 (91%) people in Europe would not let a
robo-adviser – a computer program that learns consumer preferences and invests money based on
this information –manage and make decisions about their finances unilaterally.
Clinging to control
Allowing a computer program to make decisions is not out of the question for some people, with a
quarter (26%) saying this would be an option if they got final approval. However, only 3 per cent are
willing to give up control and let a robo-adviser act on their behalf without them first giving the goahead (see fig. 1 for breakdown by country).
Behavioural science suggests that people are typically reluctant to give up control – or perceived
control – over decisions, even if outsourcing the decision will lead to a better outcome, so this could
explain why so few people would be willing to hand their decisions over to a computer program.
At the same time, people feel more comfortable if robo-advisers simply advise rather than make
decisions on their behalf. Three in 10 (29%) would not be willing to allow decision-making but would
accept advice from a computer program, although they would still often prefer advice from other
sources.
Seeking advice
When seeking investment advice, people still prefer the human touch, with two in five (40%) saying
they would seek out a human financial adviser if looking to invest, while 14 per cent would speak to
friends and family. Alternatively, people are willing to find the information they seek themselves via
the internet and specialist websites (16%), but again, few are willing to trust a robo-adviser.
Just 4 per cent would seek advice from a computer program, possibly as a result of algorithm
aversion1, when people lose faith in technology after a bad experience. Once the confidence in
computer program is broken, most will abandon them in favour of a human opinion – even if their
performance is superior – which might explain why one third (36%) of people do not want any
automated financial activities at all.
Trusting the unknown
Many people in Europe are wary of allowing computers to make decisions on their behalf, and people
become less comfortable when there are large sums of money at stake. People in Europe feel
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relatively comfortable letting a computer automatically send a birthday card to a friend (38%),
transferring money from savings (34%) or ordering milk from the grocery store (32%), but would feel
much less comfortable allowing it to apply for new health insurance (21%) or put money into
investments (13%).
Women and over-65s are the most likely to feel uncomfortable about allowing a computer program to
make decisions on their behalf, possibly due to risk aversion or distrust of newer technologies. Women
were 15 per cent more likely than men to say they do not want automated financial activities at all,
while nearly half (48%) of over-65s said the same.
Concerns about technology could be preventing robo-advice from taking off and financial services
providers need to address consumers’ concerns by demonstrating quality and security in their
products, and boosting understanding of how they work.
ING behavioural scientist Nathalie Spencer commented: “Letting algorithms make money decisions for
us has the potential to be really advantageous and free up some headspace – yet we found that many
people are reluctant to give up control of these decisions.
“As newer technologies like robo-advisers become more prevalent, we may see people start to embrace
the personalisation and convenience it offers, but the desire to control decisions will most likely mean
that most will always want final approval.
“Given that often computer programs can outperform humans, it is important that as an industry we
learn more about where confidence in this type of tech breaks down. This will be key in trying to help
improve people’s financial positions.”

Figure 1: Weighted responses to the question ‘would you allow a robo-adviser to make financial
decisions for you?’ broken down by country
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Turkey

21%

29%

40%

4%

6%

Romania

22%

30%

38%

2%

8%

Poland

24%

29%

33%

2%

12%

Italy

29%

35%

26%

3%

6%

Czech Republic

32%

38%

22%

1%

7%

Netherlands

33%

37%

19%

2%

9%

Spain

36%

23%

26%

4%

11%

United Kingdom

42%

28%

21%

3%

6%
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Belgium

46%

27%

17%

2%

8%

Germany

47%

31%

16%

2%

4%

France

51%

23%

17%

2%

6%

Austria

51%

30%

13%

1%

4%

Luxembourg

52%

30%

12%

1%

4%

European
consumer

36%

29%

26%

3%

7%

USA

34%

26%

27%

7%

7%

Australia

49%

29%

16%

1%

5%
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About the research
The ING International Survey Mobile Banking 2017 –Newer Technologies was conducted by Ipsos using
internet-based polling. Fifteen countries were surveyed: Austria, Belgium, Czech Republic, France,
Germany, Italy, Luxembourg, The Netherlands, Poland, Romania, Spain, Turkey, the United Kingdom,
Australia and the United States of America. Polling took place between 7 and 27 February 2017. The
full report is available via SlideShare.
The ING International Survey is produced three times a year by ING eZonomics. It is about money and
life - combining ideas around financial education, personal finance and behavioural economics to
produce regular and practical information about the way people manage their money - and how this
can affect consumers' lives.
For further information, please contact:
Press enquiries
Susanna Walker-Robson/Beth Hardwick
Third City PR
+44 20 3657 9773
+44 7464 543 695
+44 7710 529 953
ingteam@thirdcity.co.uk
Carolien van der Giessen
+31 20 576 6386
Carolien.van.der.Giessen@ing.com
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For further information on ING, please visit www.ing.com. Frequent news updates can be found in the
Newsroom or via the @ING_news Twitter feed. Photos of ING operations, buildings and its executives
are available for download at Flickr. Footage (B-roll) of ING is available via videobankonline.com, or can
be requested by emailing info@videobankonline.com. ING presentations are available at SlideShare.
ING PROFILE
ING is a global financial institution with a strong European base, offering banking services through its operating company ING
Bank. The purpose of ING Bank is empowering people to stay a step ahead in life and in business. ING Bank’s 52,000 employees
offer retail and wholesale banking services to customers in over 40 countries.
ING Group shares are listed on the exchanges of Amsterdam (INGA AS, ING.AS), Brussels and on the New York Stock Exchange
(ADRs: ING US, ING.N).
Sustainability forms an integral part of ING’s strategy, which is evidenced by the number one position among 395 banks ranked
by Sustainalytics. ING Group shares are being included in the FTSE4Good index and in the Dow Jones Sustainability Index (Europe
and World) where ING is among the leaders in the Banks industry group.
IMPORTANT LEGAL INFORMATION
Elements of this press release contain or may contain information about ING Groep N.V. and/ or ING Bank N.V. within the
meaning of Article 7(1) to (4) of EU Regulation No 596/ 2014.
Certain of the statements contained herein are not historical facts, including, without limitation, certain statements made of
future expectations and other forward-looking statements that are based on management’s current views and assumptions and
involve known and unknown risks and uncertainties that could cause actual results, performance or events to differ materially
from those expressed or implied in such statements. Actual results, performance or events may differ materially from those in
such statements due to, without limitation: (1) changes in general economic conditions, in particular economic conditions in
ING’s core markets, (2) changes in performance of financial markets, including developing markets, (3) consequences of a
potential (partial) break-up of the euro, (4) potential consequences of European Union countries leaving the European Union, (5)
changes in the availability of, and costs associated with, sources of liquidity such as interbank funding, as well as conditions in
the credit markets generally, including changes in borrower and counterparty creditworthiness, (6) changes affecting interest
rate levels, (7) changes affecting currency exchange rates, (8) changes in investor and customer behaviour, (9) changes in
general competitive factors, (10) changes in laws and regulations, (11) changes in the policies of governments and/or regulatory
authorities, (12) conclusions with regard to purchase accounting assumptions and methodologies, (13) changes in ownership
that could affect the future availability to us of net operating loss, net capital and built-in loss carry forwards, (14) changes in
credit ratings, (15) ING’s ability to achieve projected operational synergies and (16) the other risks and uncertainties detailed in
the most recent annual report of ING Groep N.V. (including the Risk Factors contained therein) and ING’s more recent disclosures,
including press releases, which are available on www.ING.com. Any forward looking statements made by or on behalf of ING
speak only as of the date they are made, and, ING assumes no obligation to publicly update or revise any forward-looking
statements, whether as a result of new information or for any other reason.
This document does not constitute an offer to sell, or a solicitation of an offer to purchase, any securities in the United States or
any other jurisdiction.
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