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Abstract

When does the general public lose trust in banks? We provide empirical evidence

using responses by Dutch survey participants to eight hypothetical scenarios. We

find that members of the general public care strongly about executive

compensation. Negative media reports, falling stock prices, and opaque product

information also affect trust in banks. Experiencing a bank bailout leads to less

concern about government intervention, while experience of a bank failure leads

to greater concern on bonuses.

Log in

Menu Search  Cart

Home  Journal of Financial Services Research  Article

When Does the General Public Lose Trust in
Banks?
Published: 10 August 2014

Volume 48, pages 127–141, (2015) Cite this article

Save article

View saved research

Aims and scope

Submit manuscript

Journal of Financial Services
Research

https://link.springer.com/article/10.1007/s10693-014-0201-y/metrics
https://link.springer.com/
https://idp.springer.com/auth/personal/springernature?redirect_uri=https://link.springer.com/article/10.1007/s10693-014-0201-y
https://order.springer.com/public/cart
https://link.springer.com/
https://link.springer.com/journal/10693
https://link.springer.com/article/10.1007/s10693-014-0201-y/save-research?_csrf=0D4vJDs09uMs3qnnQoie2ykMVWvEBoir
https://link.springer.com/saved-research
https://link.springer.com/journal/10693/aims-and-scope
https://submission.springernature.com/new-submission/10693/3
https://link.springer.com/journal/10693


 This is a preview of subscription content, log in via an institution  to check access.

Access this article

Subscribe and save

Springer+ from €37.37 /Month

Buy Now

Price includes VAT (Poland) 

Instant access to the full article PDF.

Institutional subscriptions 

Similar content being viewed by others

Log in via an institution 

Starting from 10 chapters or articles per month

Access and download chapters and articles from more than 300k books and 2,500 journals

Cancel anytime

View plans 

Buy article PDF 39,95 €

Chapter  © 2018

Measuring the Influence of
User Experience on Banking
Customers’ Trust

Article  15 June 2018

Average pay in banks: do
agency problems and bank
performance matter?

Chapter  © 2020

Analyzing Policy Options in
the Resolution of Systemically
Important Banks: Comparing
the “Bailout” and “Bail-In”…

https://wayf.springernature.com/?redirect_uri=https%3A%2F%2Flink.springer.com%2Farticle%2F10.1007%2Fs10693-014-0201-y
https://www.springernature.com/gp/librarians/licensing/agc/journals
https://wayf.springernature.com/?redirect_uri=https%3A%2F%2Flink.springer.com%2Farticle%2F10.1007%2Fs10693-014-0201-y
https://link.springer.com/product/springer-plus
https://link.springer.com/10.1007/978-3-319-91716-0_30?fromPaywallRec=true
https://link.springer.com/10.1007/s11156-018-0744-3?fromPaywallRec=true
https://link.springer.com/10.1007/978-3-030-45752-5_3?fromPaywallRec=true


Explore related subjects
Discover the latest articles, books and news in related subjects, suggested using machine learning.

Banking Economic Sociology Financial Crises Public Economics Public Finance

Public Sociology Trust Dynamics in Financial Institutions

Notes

1. Source: http://www.financialtrustindex.org/resultswave15.htm. ULR last

accessed 31 January 2013.

2. In the 2010 survey, respondents were initially presented with more than eight

scenarios. In 2012 we used the eight scenarios where differences of opinion

are more likely to occur. Examples of not-repeated scenarios are: ‘One of the

bank’s executives faces prosecution’ and ‘The bank receives a fine from the

financial supervisor’. One consideration for limiting the number of scenarios

was the potential negative effect on survey response.

3. In using demeaned responses, we automatically rely on a complete cases

analysis. The results are similar, however, if we perform an available cases

analysis.

4. According to Statistics Netherlands, in the Dutch population over 16, the

average age is 47, the percentage of males is around 49 %, and the percentage

of individuals with a bachelor or master degree is around 28 %.

5. Here and in the further analysis, we exclude five observations for 2010, where

the weights are larger than 15.
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6. Some outliers are not plotted to improve legibility of the graphs.

7. We thank an anonymous referee for this suggestion. Detailed results available

upon request.

8. Complete regression tables are available upon request.
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Appendix : Questions from the surveys

A.  We submitted the following questions on trust to the members of the

CentERpanel in 2010 and 2012.

  Introduction:

  This questionnaire is on trust in your bank(s).

  Q1: How likely is it, that because of the following events, you will

withdraw the funds from your bank, as you no longer trust the bank

due to these events?

  1 = highly unlikely

  4 = neutral

  7 = highly likely

  ? = I do not know.

  a) The bank is led by a dominant person.

  b) Managers of this bank are receiving large bonuses.

  c) The explanations related to financial products of this bank are lengthy and

difficult to read.

  d) The share price of this bank drops sharply.

  e) Family and friends are advising you to withdraw funds from this bank.

  f) There are media reports that customers of this bank are withdrawing

funds.

  g) The bank receives government support to stay financially healthy.

mailto:d.jansen@dnb.nl


  h) The government nationalizes the bank.

B.   We submitted the following questions on crisis experiences to the

members of the CentERpanel in 2010.

   Q27: During the past 3 years did a bank at which you were customer

go bankrupt?

  a) yes, DSB.

  b) yes, Icesave.

  c) yes, other .

  d) no.

   Q28: During the past 3 years did a bank at which you were customer

survive with the help of government support?

  a) yes.

  b) no.

  c) I don’t know.
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