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In the past years, banks have focussed on providing delightful 

customer experiences through different channels. With the 

disruption caused by the FinTechs, banks realised the importance 

of being able to serve their customers effectively and efficiently 

above and beyond the banking journeys. Digitisation of payments, 

lending, personal finance and international transfers are few of the 

examples where banks have been able to provide value to their 

customers and build an engaging relationship. But, the very first 

step that the banks are yet to build is the ‘Digital onboarding’. 

Digital onboarding is the practice of signing up for a bank account 

or other banking service entirely online or via mobile. 
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In order to get a clear picture of the current status of Digital 

Onboarding in Europe, Mobiquity has performed research on the 

digital onboarding capabilities of European banks spanning across 

Austria, Belgium, Denmark, Finland, France, Germany, Netherlands, 

Norway, Sweden, Switzerland and UK. We have researched 100 

banks and selected approximately 10 banks per country equally 

divided on large (€100bn+), medium (€10bn+) and small (<€10bn) 

scale banks based on the asset size.

RESEARCH

Before sharing our findings, let’s first define when to classify an 

onboarding as ‘fully digital’. Many banks give the possibility of 

providing the required input through an online or mobile form but 

they still require the prospect customer to arrange an appointment 

at a branch to identify or sign a contract. We define onboarding to 

be ‘fully digital’ when the whole process of becoming a client and 

actually opening a product can take place from the convenience of 

the home. The scope of our research focused on the possibility of 

digitally opening a current account for retail customers and opening 

a basic business account for a multi-director small or medium 

enterprise. 

You can find our main highlights of the research on the following 

pages.

DIGITAL ONBOARDING
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Retail customers are better served than 
business customers when opening a current 
account.

Close to 65% of the banks are onboarding retail customers through apps 

and/or webapps and just  20% for business customers. The key reasons for 

this are probably, that first of all, it is easier to onboard a single client than a 

multi-director company, and secondly, the digitisation of processes started at 

retail before business banking got the attention it needed. What also might 

influence is the local regulatory requirements that prevent the business 

onboarding to be 'fully digital'. Most of the countries (except for Denmark and 

Austria) that we have researched, at least one bank offers a fully digital 

business onboarding, where the regulatory requirements are not a blocker.  
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Mid-Sized banks score lower than large banks 
and small banks in terms of retail onboarding. 

Small banks are ahead in digital onboarding for business onboarding. It seems 

the midsize banks are “stuck in the middle”. It is generally known that midsize 

banks have the same complexity as larger size banks, but, given their scale, 

they lack the budgets to invest heavily in the digital infrastructure. The smaller 

banks don’t have the same complexity, as they mostly focus on a certain niche 

segment. The reason why small banks are so much ahead in business 

onboarding is because the majority of them are ‘challenger’ banks that focus 

on business only and being fully digital is one of their key USPs. Among  the 

banks that can be considered as ‘challenger’, about 2/3rd provides digital 

business onboarding. For retail onboarding this is 100%.
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Sweden, Germany and Netherlands have the 
best overall score in digital onboarding for 
retail customers. UK leads the race for business 
customers. 

Though Nordic countries, Netherlands and UK are always typically the highest 

rankers in online banking adoption*, we see that Austria, Finland, Switzerland 

and Denmark are lagging behind in these rankings for onboarding retail 

customers. When compared with onboarding business customers, the UK has 

positioned itself as the leader. Interestingly, with lack of digital onboarding for 

business customers offered by most of the banks, it will open up the playfield 

for the ‘challenger’ banks to play in this space. For example, looking at the 

Danish market with no digital onboarding for business customers, Lunar Bank 

is expected to launch digital offering catering to this market soon.
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With the current situation of Covid-19 where customers will be hesitant to 

go to a branch to open a bank account, it will be imperative for banks to 

offer seamless services to cater to this growing need digitally. 

Mobiquity has supported many banks with their digital onboarding 

processes across the globe and through extensive research directly with our 

clients and end users, we have also created 10 tips of what are the most 

important aspects of creating the best digital onboarding process. Request 

your own copy via our website, where you can also find more information 

about our banking projects.
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