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Survey Methodology

• Surveys were conducted online among Canadian consumers aged 18 and older

• Fielded June 19-23: n=1,088 (51% male, 47% female, 2% prefer not to answer)
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General Perceptions of Canadian Adults
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Which of the following impacts from the coronavirus 
crisis have you already experienced?

24%

12%

11%

11%

11%

6%

6%

5%

5%

5%

Working fewer hours

Temporary loss of job and still not working

Salary was reduced by employer

Applied for unemployment benefits

Temporary loss of job, but now working again

Unable to afford enough food to eat

Unable to pay rent or mortgage

Incurred an unexpected medical expense

Permanent loss of job

You or a family member tested positive for
coronavirus

Jun 19-23
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How worried are you that…

32%

52%

16%

46%

46%

8%

Very worried

Somewhat worried

Not at all worried

You or someone in your family will get sick from the coronavirus

There will be a second wave of the coronavirus in the fall or winter

Jun 19-23
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How has the coronavirus crisis impacted 
your personal financial situation?

8%

20%

45%

24%

3%

6%

16%

48%

28%

3%

Devastated my financial situation

Severely hurt my financial situation

Somewhat hurt my financial situation

Has not impacted my financial
situation

Has improved my financial situation

Apr 27-30

Jun 19-23
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How long do you expect that your financial situation 
will be worse due to the coronavirus?

4%

15%

30%

25%

14%

4%

2%

6%

4%

14%

24%

26%

15%

3%

2%

11%

Less than 1 month

1 to 2 months

3 to 5 months

6 to 12 months

1 to 2 years

3 to 5 years

6 or more years

I don’t know

Apr 27-30

Jun 19-23
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How has your family’s income changed since 
the coronavirus crisis began?

8%

13%

18%

20%

11%

28%

2%

5%

11%

16%

20%

13%

32%

2%

Declined by 75% or more

Declined by 50-74%

Declined by 25-49%

Declined by 10-24%

Declined by less than 10%.

Has not changed

Increased

Apr 27-30
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How has your family’s spending changed since 
the coronavirus crisis began?

4%

11%

20%

26%

13%

18%

9%

Declined by 75% or more

Declined by 50-74%

Declined by 25-49%

Declined by 10-24%

Declined by less than 10%.

Has not changed

Increased

Jun 19-23
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Which statement comes closest to your view about the impact 
of the coronavirus crisis on your personal finances?

11%

24%

41%

12%

12%

19%

18%

34%

14%

15%

The worst is behind us

The worst is right now

The worst is yet to come

It will not impact my personal finances

Don't know

Apr 27-30

Jun 19-23
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In how many weeks do you believe stores and restaurants which 
have been closed due to the coronavirus crisis should reopen? 
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2%

7%
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16%
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10%
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2%

3%

1%
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11%

14%
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12 or more weeks

Don’t know
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Assuming restaurants are open, in how many weeks 
would you return to eating inside a restaurant?

10%

3%

7%

7%

11%

5%

6%

1%

8%

1%

2%

1%

19%

18%

This week

1 week

2 weeks
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Don’t know
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Which of the following do you plan to do 
in the next 6 months/2021?

25%

18%

11%

9%

11%

14%

10%

11%

3%

35%

28%

22%

21%

21%

21%

21%

15%

5%

Visit an outdoor attraction (e.g.
national park, zoo, theme park, etc.)

Stay in a hotel/resort

Take an international flight

Attend an indoor live performance (e.g.
theatre, comedy show, etc.)

Take a domestic flight

Visit a cultural institution (e.g.
museum, aquarium, etc.)

Attend a live outdoor concert or
sporting event

Travel by train/rail or bus

Take a cruise

In next 6 months

In 2021

Jun 19-23
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Which of the following have you recently experienced 
with a financial institution?

25%

25%

17%

14%

12%

12%

10%

8%

39%

24%

23%

15%

13%

11%

10%

8%

8%

41%

Branch was closed

Long wait time when trying to reach
a representative by phone

Unable to reach a representative by
phone

Branch visits were available by
appointment only

Website was unavailable

Trouble figuring out how to do
something on the website

Trouble navigating the automated
phone system

ABM was not working or was out of
cash

None of the above

Apr 27-30
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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 crisis?

40%

35%

39%

37%

17%

15%

20%

17%

41%

38%

38%

35%

20%

17%

17%

16%

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

Use mobile and online tools to do more of
my banking

Go to the bank branch less often

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

Deposit checks using my mobile phone
more often

Use mobile payments (Apple Pay, Google
Pay, Samsung Pay, etc.) to make…

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

Learn more about mobile or online banking
options

Apr 27-30

Jun 19-23



16

© 2020 J.D. Power. All Rights Reserved. Charts, graphs, data and insights extracted from this publication must be accompanied by a statement identifying J.D. Power as the publisher and the J.D. Power Financial Services 

Covid-19 Pulse SurveySM as the source. No advertising or other promotional use can be made of the information in this publication or J.D. Power study results without the express prior written consent of J.D. Power.

For your next checking, savings, or money market account, how 
likely are you to select an online bank without branches?

21%

20%

24%

19%

17%

Very unlikely

Somewhat unlikely

Somewhat likely

Very likely

Not sure

Jun 19-23
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Financial Health
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Please rate your current level of stress about 
your overall financial situation.

24%

54%

23%

22%

53%

25%

Very stressed

Somewhat stressed

Not at all stressed Apr 27-30

Jun 19-23
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In the past several weeks, how has the level of 
stress about your financial situation changed?

5%

19%

37%

24%

7%

8%

My stress has gone
down a lot

My stress has gone
down a little

My stress has not
changed

My stress has gone
up a little

My stress has gone
up a lot

I do not have any
stress about my

financial situation

Jun 19-23
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Since the coronavirus crisis began, have you been unable to 
make the minimum monthly payment for any of these?

9%

4%

24%

5%

11%

10%

7%

61%

7%

4%

20%

5%

11%

8%

5%

65%

Auto loan

Business loan

Credit card

Home equity line or loan

Mortgage

Personal loan

Student loan

None of the above

Apr 27-30

Jun 19-23
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Which of the following describe your borrowing situation?

47%

42%

40%

31%

12%

52%

45%

43%

36%

10%

I can pay all my bills on time

I have a good credit score

I have a manageable amount of debt or no
debt

I can pay my full credit card balance most of
the time or do not have a credit card balance

None of the above

Apr 27-30

Jun 19-23
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Which of the following describe your savings situation?

45%

32%

30%

22%

20%

46%

37%

33%

24%

16%

I have $500 in cash or savings to pay for an
emergency expense

I have more than 3 months of my typical
income in savings

In most months my income is greater than my
expenses

I contribute to a retirement account or save for
retirement each month

None of the above

Apr 27-30

Jun 19-23
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Have you experienced any of the following for longer than two 
weeks since the beginning of the coronavirus crisis?

43%

40%

36%

32%

29%

25%

25%

20%

39%

37%

37%

29%

27%

25%

24%

21%

Feeling worried or anxious often

Sleeping too much or too little

Loss of energy or feeling tired

Feeling down, depressed or hopeless often

Feeling angry, frustrated or irritable more than usual

Finding it hard to concentrate or make decisions

A change in appetite or weight loss or gain

None of the above

Apr 27-30

Jun 19-23
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Small Business
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As of January 2020, before the coronavirus crisis, did you own or 
work for a small business with 500 or fewer employees?

6%

6%

17%

8%

63%

7%

6%

15%

11%

61%

Yes, I owned a small business
with less than 50 employees

Yes, I owned a small business
with 50 to 500 employees

Yes, I worked for a small business
with less than 50 employees

Yes, I worked for a small business
with 50 to 500 employees

No

Apr 27-30

Jun 19-23
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Have you or do you plan to apply for small business benefits offered under the 
Canada Emergency Business Account (CEBA) or the Business Credit Availability

Responses from business owners

24%

27%

17%

19%

8%

4%

27%

28%

14%

22%

4%

4%

I have applied for benefits

I plan to apply for benefits

I qualify but will not apply since I do not need
support from the government

I don't qualify for benefits

I don't understand what benefits I qualify for

I don't know

Apr 27-30

Jun 19-23
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How has the coronavirus crisis impacted the small business 
you owned or worked for before the crisis?

8%

39%

18%

26%

8%

1%

8%

44%

10%

21%

13%

3%

Permanently closed

Temporarily closed

Business is still open, but may have to close soon

I expect the business to remain open, but
sales/revenue are down

It has not had a meaningful impact on the business

Business has improved

Apr 27-30

Jun 19-23

Temporarily closed and still closed:   22%

Temporarily closed but is now open: 23%
Jun 19-23:
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How has the coronavirus crisis impacted the small business 
you owned or worked for before the crisis?

11%

22%

21%

18%

17%

10%

1%

7%

21%

24%

6%

23%

14%

4%

Permanently closed

Temporarily closed and still closed

Temporarily closed but is now open

Business is still open, but may have to close soon

I expect the business to remain open, but
sales/revenue are down

It has not had a meaningful impact on the business

Business has improved

Small Business Owners

Small Business Employees
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Perceptions of Primary Bank
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Please rate your primary bank on how well it is supporting its 
customers during the coronavirus crisis

6%

27%

37%

20%

11%

5%

29%

40%

18%

8%

Poor

Just OK

Good

Great

Excellent

Apr 27-30

Jun 19-23
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How much trust do you have that your primary 
bank will do what is in your best interest?

13%

28%

42%

12%

5%

A great deal of trust

A lot of trust

A moderate amount of trust

A little trust

Not any trust at all

Jun 19-23
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Has your primary bank shown concern for your personal 
financial situation during the coronavirus crisis?

39%

41%

20%

35%

43%

22%

Yes

No

Don’t know
Apr 27-30

Jun 19-23
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How has the response from your primary bank to the coronavirus 
outbreak changed your impression of them?

11%

72%

18%

8%

74%

18%

More negative

Stayed the same

More positive
Apr 27-30

Jun 19-23
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How does your primary bank's mobile and online offerings 
compare to other companies you deal with? 

15%

23%

48%

6%

2%

6%

They are much better than most companies

They are a little better than most
companies

They are about the same as most
companies

They are a little worse than most
companies

They are much worse than most
companies

I don't use mobile or online at my bank

Jun 19-23
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Since the coronavirus crisis began, how has your usage of your 
primary bank's mobile app changed?

6%

21%

14%

37%

4%

18%

4%

21%

15%

38%

3%

18%

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 27-30

Jun 19-23
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Since the coronavirus crisis began, how has your usage of online 
banking on a laptop or PC with your primary bank changed?

3%

24%

19%

42%

3%

9%

3%

22%

19%

47%

3%

6%

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 27-30

Jun 19-23
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After the crisis is over and it is safe to have in-person interactions, what are 
your plans for interacting with your primary bank compared to before the crisis?

40%

27%

25%

21%

9%

3%

9%

35%

27%

27%

25%

8%

6%

10%

I’ll go back to how I behaved before / No Change 

I plan to visit the branch less

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

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

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

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

Don’t know

Apr 27-30
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Assuming you needed to deposit a check at your primary 
bank, which method would you choose?

46%

28%

15%

9%

2%

Mobile phone (take a picture of check)

ABM

Teller inside a branch

Drive-thru at a branch

Mail

Jun 19-23
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Have you received communication from your primary bank 
regarding the coronavirus? 

51%

22%

10%

9%

8%

49%

22%

10%

10%

8%

Yes, and it was helpful

Yes, but it was not helpful

No, but I would like to hear from my bank about the
coronavirus

No, and I don’t want to hear from my bank about the 
coronavirus

Don’t know
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Jun 19-23
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What information about the coronavirus crisis would 
you like to receive from your primary bank?

32%

31%

27%

21%

19%

18%

18%

18%

17%

17%

15%

15%

14%

14%

11%

11%

15%

Steps the bank is taking to keep customers and employees safe within branches

Option to waive monthly service fees

How the bank can help improve your financial situation

How to contact the bank for assistance

Call wait times

Information on fraud protection

Information about branch lobbies reopening

Options for mortgage, credit card or loan payment deferrals

How vulnerable and at-risk customers can bank safely

Information about the federal government's coronavirus relief benefits

Whether branch employees will be required to wear face masks

Information about financial planning or budgeting tools

How to access accounts through mobile or online banking

How to get an emergency loan

How to open a new account without going to a branch

How to deposit checks using a mobile phone

None of the above
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What information about the coronavirus crisis have 
you received from your primary bank?

28%

25%

19%

18%

18%

16%

13%

12%

12%

11%

11%

11%

10%

10%

8%

8%

22%

Steps the bank is taking to keep customers and employees safe within branches

How to contact the bank for assistance

Options for mortgage, credit card or loan payment deferrals

How to access accounts through mobile or online banking

Information about the federal government's coronavirus relief benefits

How the bank can help improve your financial situation

How vulnerable and at-risk customers can bank safely

Information on fraud protection

Information about financial planning or budgeting tools

How to deposit checks using a mobile phone

Information about branch lobbies reopening

Call wait times

How to get an emergency loan

Option to waive monthly service fees

How to open a new account without going to a branch

Whether branch employees will be required to wear face masks

None of the above

Jun 19-23
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