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In a striking development for British banking, First Direct and Starling Bank have clinched
the top spots in the UK Customer Satisfaction Index, outshining high street giants like M&S,
John Lewis, and Holland & Barrett. Notably, both banks operate entirely online, with no
physical branches, proving that exceptional customer service need not rely on a high street
presence.

Top Banks Lead UK Customer Satisfaction
Rankings
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First Direct, renowned for its round-the-clock phone support and recent enhancements to
its mobile app, has soared from 14th place in last year’s index to the very top. Starling Bank,
a digital-first challenger launched in 2014, climbed from sixth to second place. The Institute
of Customer Service, which conducts the survey, attributes these gains to the Financial
Conduct Authority’s Consumer Duty rules, introduced to ensure financial firms prioritise
customer outcomes. In a recent interview, Jo Causon, chief executive of the Institute, noted,
“The strong performance of First Direct, Starling, and Nationwide demonstrates that quality
customer service transcends the divide between branches, telephone, digital platforms, or
even human versus AI interactions.”

Meanwhile, Nationwide slipped from second to fourth place, despite its high-profile
commitment to maintaining all branches until 2028, backed by an advertising campaign
featuring actor Dominic West. The decline raises questions about whether physical
branches alone can sustain customer loyalty in an increasingly digital world.

The banking sector as a whole has seen a notable uptick in customer satisfaction since July
2024, now ranking as the second-best performing sector behind non-food retail. Jo Causon
credits this to stricter regulations compelling banks to enhance communication, clarify
product offerings, and refocus staff on delivering for customers.

For those considering a switch, First Direct is currently offering a £175 cash incentive for
new customers who use the Current Account Switch Service. Terms and conditions apply,
and while no end date is specified, the bank reserves the right to withdraw the offer at any
time. Starling Bank, on the other hand, is a standout for its user-friendly app and fee-free
spending abroad, making it a compelling choice for frequent travellers.

Nationwide remains a strong contender, particularly for those seeking interest on their
savings. Its FlexDirect account offers 5% interest on balances up to £1,500 for the first year,
though this drops to 1% thereafter. Additionally, customers can earn up to £5 monthly
cashback on debit card purchases during the first year.


