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We listened to your views: 
The 2017 stakeholder survey

  We collected the views of well over 

500 stakeholders by distributing 

a questionnaire among 1,660 

stakeholders (completed by 492) 

and interviewing 58 stakeholders. 

Previous surveys related to our 

supervisory function only, but 

for the present survey we invited 

stakeholders of all our core tasks.

  We invited supervised institutions, 

peer supervisors, interest groups, 

government organisations, 

international organisations, academia 

and journalists to participate.

  We first asked them to express 

their overall view of DNB before 

evaluating us in various areas: the 

performance of our core tasks, our 

approachability, the transparency of 

our operations, the professionalism 

of our staff members, our style 

of communication, and our 

commitment to corporate social 

responsibility (CSR).
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“ DNB is professional 
and dependable”
Almost all stakeholders regard DNB and its staff as professional, 
accurate and dependable, resulting in high-quality output.

Our follow-up
We are pleased with this outcome, and we keep investing in the 
quality of our staff.
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“ DNB has become  
more approachable 
and transparent”
Stakeholders say DNB is more approachable and transparent 
now than it used to be. They also believe DNB operates in a more 
pragmatic way than a few years ago.

Follow up DNB
We are pleased with this outcome. Stakeholders have clearly 
noticed the results of our earlier efforts. We will continue on the 
same path.



“ More dialogue  
and collaboration  
is desirable”
Stakeholders say they have noticed DNB seeks to engage in 
dialogue and collaborate more than it used to do. At the same time, 
they believe DNB is still overly self-centred. Supervised institutions 
need a supervisory authority to be approachable and supportive, 
answer questions unambiguously and be candid in discussions.

Our follow-up
We consider the call for more dialogue as a further stimulus for 
continuing our round-table meetings and other interactive sessions, 
both physical and digital. In our supervisory practice, we stress the 
importance of observing and listening, and we will devote more 
attention to developing these skills in training programmes for 
our supervisors.
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“ Communication has  
improved but remains  
a point of concern”
Various supervised institutions say DNB’s oral and written 
communications have become more consistent. A previous 
stakeholder survey revealed that communications, notably with 
individual institutions, should be more consistent. At the same time, 
other institutions still see room for improvement.

Our follow-up
As part of our in-house training programmes, we will continue to 
stress the importance of consistent communications, and it will be 
one of the improvements to our supervisory letters.
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“ More political 
sensitivity is desirable”

Stakeholders say DNB could gain from becoming more effective and 
sensitive in terms of its influencing style.

Our follow-up
We will take this to heart. Among other things, we will more 
explicitly identify potential opportunities and obstacles by analysing 
the various factors at play.

→

→

Start



→

→

Start

“ DNB still has too many 
departmental silos”
Stakeholders say DNB still has too many departmental silos, failing 
to send consistent messages. At times, DNB’s senior officials strike 
a  different note from DNB staff in everyday practice. They also 
say it sometimes looks as if DNB’s departments are working at 
cross-purposes.

Our follow-up
We will be launching initiatives aimed at enhancing cohesion, 
collaboration and coordination between our departments. Also, 
we will document our supervision activities more systematically 
for each supervised institution to facilitate collaboration. This will 
allow account supervisors to have a better overview and monitor 
collaboration.
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“ A clear view of  
DNB’s external CSR 
policy is lacking”
Part of the stakeholders say they do not have a clear view of DNB’s 
external CSR policy. Still, many stakeholders welcome the fact that 
DNB participates in the social debate on sustainability and the 
energy transition as part of its task of issuing economic advice.

Our follow-up
We will publicise more widely how we integrate our CSR efforts 
into our core tasks.
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“ DNB’s internal CSR 
policy is unclear”

Stakeholders say they are unaware of DNB’s internal CSR policy. 
More than half of the stakeholders believe it is important that 
DNB’s workforce reflects social diversity and that DNB implements 
sustainability comprehensively in its office accommodation policy.

Our follow-up
We will further strengthen and communicate our diversity policy. 
We have set high sustainability targets for our future office 
accommodation.
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“ Supervision is  
proactive and strict”
Stakeholders welcome supervision. They say they perceive DNB’s 
supervision as proactive and strict.

Our follow-up
We are pleased with this outcome, and we will keep focusing 
on these.
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“ Stricter prioritisation  
and a more tailored  
approach are desirable”
Supervised institutions say the number of examinations and 
data submission requests is increasing, taking up a great deal of 
their resources. Likewise, they believe DNB fails to concentrate 
sufficiently on individual institutions’ risks.

Our follow-up
We will pay closer attention to the effectiveness of our supervision 
activities to ensure that our supervision remains proportional.
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“ Increased transparency  
of supervisory process  
is desirable”
Supervised institutions say the number of examinations and data 
submission requests is increasing. Complying with these requests 
takes up a great deal of their resources. For this reason, supervised 
institutions need more transparency in the supervisory process. 
They would value receiving more process-related information from 
DNB. Specifically, they cite information about an examination’s 
timing and timetable, and the reason why they are the subject of 
an examination.

Our follow-up
We will make our supervisory process more transparent by 
sharing more process-related information. In addition, after we 
have completed a major examination, we will share a brief report 
setting out its set-up, contents, questions and findings, and our 
follow up actions.
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“ Fit and proper assessments 
have improved”
Supervised institutions say they believe DNB has changed its fit 
and proper assessment methods. They consider this a marked 
improvement and express their satisfaction.

Our follow-up
We are pleased with this outcome. Stakeholders have clearly 
noticed the results of our earlier efforts. We will continue on the 
same path.
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“ Shortening processing  
times in supervision  
is desirable”
Many supervised institutions say they believe processing times in 
DNB’s supervision are too long, owing to the many coordination 
processes within DNB.

Our follow-up
We will scrutinise our supervision process and inform supervised 
institutions more often about progress.
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“ DNB’s negative approach 
irritates institutions”
Supervised institutions say DNB often conducts its examinations 
based on a negative approach. This complicates relationships and 
excludes a sincere dialogue.

Our follow-up
We will look into the effectiveness of using negative hypotheses 
and step up our stakeholder dialogue on this subject.
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“ Oversight promotes  
sound and ethical 
operational management”
Stakeholders are satisfied with our oversight of payment systems. 
They say it promotes sound, ethical and responsible operational 
management, and believe DNB acts decisively in addressing risks.

Our follow-up
We are pleased with this outcome and will strengthen our oversight 
of financial market infrastructures, and identify and monitor 
additional risk indicators.



“ Physical access to DNB’s 
offices is unpleasant”
Stakeholders say they perceive the process of entering DNB’s office 
building at Westeinde 1 as unpleasant. They believe the process to 
be unnecessarily strict and time-consuming.

Our follow-up
Our present security level is necessary because we store gold and 
banknotes in our building. We will, however, remain committed to 
ensuring a hospitable reception of our guests and will incorporate 
this issue into our office accommodation plans.
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