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Our stakeholders

Source:
Yonder. Latest quarter’s data. Measured as a net % of those that trust NatWest/Royal Bank  
of Scotland to do the right thing, less those that do not.  Latest base sizes: 547 for NatWest  
(England & Wales) and 202 for Royal Bank of Scotland (Scotland).

Note:
(1) Targets run Q3-Q3. NatWest Q3’20 = 67, against target of 68. Royal Bank Q3’20 = 40  

against target of 57.
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Sources:

Retail Banking: Strategic NPS 12 month rolling data.  Question: “How likely are you to recommend 
[main bank] to a relative, friend or colleague in the next 12 months?”.  Latest base sizes: NatWest: 9,633; 
Royal Bank: 2,263. Coyne Research 12 month rolling data. Question: “Please indicate to what extent you 
would be likely to recommend (brand) to you friends or family using a scale of 0 to 10 where 0 is not at all 
likely and 10 is extremely likely”. Latest base sizes: 456 Northern Ireland; 998 Republic of Ireland. 

Business Banking: Savanta MarketVue Business Banking, YE Q4 2020. Based on interviews with 
businesses with an annual turnover up to £2 million. Latest base sizes: 1,072 for NatWest (England & 
Wales), 447 for Royal Bank of Scotland (Scotland). Question: “How likely would you be to recommend 
(bank)”. Base: Claimed main bank. Data weighted by region and turnover to be representative of 
businesses in Great Britain.

Commercial Banking: Savanta MarketVue Business Banking, YE Q4 2020. Based on interviews with 
businesses with an annual turnover over £2 million. Latest base sizes: 554 for NatWest (England & 
Wales), 92 for Royal Bank of Scotland (Scotland). Question: “How likely would you be to recommend 
(bank)”. Base: Claimed main bank. Data weighted by region and turnover to be representative of 
businesses in Great Britain.
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Customer Trust and Advocacy 

Customer Trust 

We use independent experts to measure our customers’ trust in the bank. Each quarter we ask customers to what extent they 
trust or distrust their bank to do the right thing. The score is a net measure of those customers that trust their bank (a lot or 
somewhat) minus those that distrust their bank (a lot or somewhat). 

Over the course of 2020, the net trust score improved for NatWest but we narrowly missed our target by 1 point. For the Royal 
Bank of Scotland, the net trust score also improved, but missed its target by 17 points.(1)

Customer Advocacy Scores 

We also track customer advocacy for our key brands using the net promoter score (NPS), a commonly used metric in banking 
and other industries across the world. This is measured through customer surveys in which customers are asked how likely 
they would be to recommend their bank to a friend or colleague, on a scale of 0-10, with a score of 10 being ‘extremely likely’ 
and 0 being ‘extremely unlikely’.  The NPS is calculated by deducting the percentage of ‘detractors’ (0 to 6 on the scale) from 
the percentage of ‘promoters’ (9 and 10 on the scale), responses 7 to 8 on the scale are considered ‘passive’.

Overall NPS

Our improved NPS scores in Retail Banking reflect the commitment we have shown to our customers during the COVID-19 
pandemic and the positive feedback we have received from customers, especially those supported from our frontline 
during this difficult period. Our Business Banking customers have told us they have felt well supported during 2020 and 
have appreciated our regular communication, the availability of financial support and, importantly, keeping our day-to-day 
operations going. In Commercial Banking, both NatWest and Royal Bank of Scotland are the highest rated banks by NPS 
score in their respective markets.
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